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ABSTRACT

Customer relationship management (CRM) is the overall process of building and
maintaining profitability customers’ relationship by delivering superior customer value
and satisfaction. CRM will give many advantages to the company and the main
advantage is to enhance customer loyalty in the company. Besides that, CRM indirectly

will increase profitability in company.

This study conducted focusing on the *“Effectiveness of Customer Relationship
Management (CRM) Towards Enhancing Customer Loyalty in Epic Evolution (M)
Sdn Bhd, Johor”. The main objectives of this study are (1) to determine the level of
effectiveness of CRM towards customer loyalty in Epic Evolution, (2) to identify the
factors that contribute to the effectiveness of CRM in Epic Evolution Sdn Bhd (Johor),
(3) to analyze the alternative to improve the customer relationship with Epic Evolution

and their customers.
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