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ABSTRACT 
 

 
This research is to study about customer satisfaction, commitment, and 

loyalty on the successful of customer centricity in business-to-business market focus 

on MNC. The study was conducted in one of the telecommunication company, which 

is Telekom Malaysia Berhad, specifically in EGS Perak department. The main 

problem is the level of customer centricity by the company, which will affect their 

business performance. Due to the problems, there are certain circumstances why the 

research objective was developed. First, is to study level of customer centricity in 

EGS, Perak. Next, is to determine the level of customer satisfaction, commitment, 

and loyalty in EGS, Perak and the last objective is to identify the relationship between 

customer satisfaction, commitment, and loyalty towards customer centricity. The 

findings of the research state that all variables, customer satisfaction, commitment 

and loyalty have a strong relationship with customer centricity and lead to the 

successful customer centricity. Besides, the result also illustrate that all variables 

which are customer satisfaction, commitment, loyalty and customer centricity are at 

moderate level. Overall, based on the finding, there are several recommendations 

that have been suggested in order to help or to improve the customer centricity in 

EGS department and TM as a whole. The organization should improve the service 

quality and products, in order to obtain customer satisfaction, build loyalty among the 

customer and improve commitment level.   

 

 


	CUSTOMER SATISFACTION, COMMITMENT AND LOYALTY: KEY VARIABLES FOR SUCCESSFUL CUSTOMER CENTRICITY IN BUSINESS- TO- BUSINESS MARKET FOCUS ON MNC- A STUDY IN TELEKOM MALAYSIA BERHAD (TM),IPOH PERAK
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLE
	LIST OF FIGURES
	LIST OF ABBREVIATIONS
	ABSTRACT
	CHAPTER 1
	1.0 INTRODUCTION
	1.1 BACKGROUND OF THE COMPANY
	1.2 BACKGROUND OF THE STUDY
	1.3 PROBLEM STATEMENT
	1.4 RESEARCH QUESTION
	1.5 RESEARCH OBJECTIVE
	1.6 LIMITATIONS
	1.6.1 TIME CONSTRAINT
	1.6.2 AVAILABILITY AND CONFIDENTIALITY OF DATA

	1.7 SCOPE OF THE STUDY
	1.8 SIGNIFICANCE OF STUDY
	1.8.1 ORGANIZATION
	1.8.2 STUDENT

	1.9 OPERATIONAL DEFINITIONS
	1.9.1 BUSINESS-TO-BUSINESS
	1.9.2 CUSTOMER CENTRICITY
	1.9.3 COMMITMENT
	1.9.4 CUSTOMER SATISFACTION
	1.9.5 AE (ACCOUNT EXECUTIVES)


	CHAPTER 2
	2.0 LITERATURE REVIEW
	2.1 WHAT IS CUSTOMER CENTRICITY?
	2.2 WHY IMPLEMENT CUSTOMER CENTRICITY AND THE CONSEQUENCES IF NOT IMPLEMENTED?
	2.3 ESSENTIAL ELEMENTS IN CUSTOMER CENTRICITY
	2.3.1 CULTURE
	2.3.2 KNOWLEDGE
	2.3.3 TECHNOLOGY
	2.3.4 SEGMENTATION

	2.4 FACTORS OF CUSTOMER CENTRICITY
	2.4.1 CUSTOMER SATISFACTION
	2.4.2 COMMITMENT
	2.4.3 LOYALTY


	CHAPTER 3
	3.0 RESEARCH METHODOLOGIES AND DESIGN
	3.1 THEORETICAL FRAMEWORK
	3.2 HYPOTHESIS
	3.2.1 CUSTOMER SATISFACTION
	3.2.2 COMMITMENT
	3.2.3 LOYALTY

	3.3 STUDY VARIABLES
	3.3.1 DEPENDENT VARIABLES
	3.3.2 INDEPENDENT VARIABLES

	3.4 TYPE OF RESEARCH
	3.5 DATA COLLECTION METHOD
	3.5.1 PRIMARY DATA

	3.6 SAMPLING TECHNIQUE
	3.6.1 POPULATION
	3.6.2 SAMPLING TECHNIQUE

	3.7 PROCEDURE FOR ANALYSIS OF DATA
	3.7.1 DESCRIPTIVE STATISTIC
	3.7.2 INFERENTIAL STATISTIC
	3.7.3 RELIABILITY TEST


	CHAPTER 4
	4.0 DATA  ANALYSIS AND FINDINGS
	4.1 FREQUENCY DISTRIBUTION
	4.1.1 ORGANIZATION’S BUSINESS NATURE
	4.1.2 PRODUCTS USED BY ORGANIZATION

	4.2 RELIABILITY
	4.2.1 CUSTOMER SATISFACTION
	4.2.2 COMMITMENT
	4.2.3 LOYALTY
	4.2.4 CUSTOMER CENTRICITY

	4.3 CORRELATION
	4.4 DESCRIPTIVE ANALYSIS (MEAN)

	CHAPTER 5
	5.0 SUMMARY
	5.1 CONCLUSIONS AND RECOMMENDATION
	5.2 CONCLUSION
	5.3 RECOMMENDATIONS
	5.3.1 COMMITMENT
	5.3.2 LOYALTY
	5.3.3 CUSTOMER SATISFACTION

	5.4 FUTURE RESEARCH

	REFERENCES



