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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. 

 

 



ii 

 

TABLE OF CONTENTS 

 

CONTENT PAGE 

ACKNOWLEDGE i 

LIST OF TABLE v 

LIST OF FIGURE vi 

ABSTRACT vii 

 

CHAPTERS 

 

 

1.0 INTRODUCTION 1 

 

1.1 Background of Company 2 

1.2 Issue Statement 3 

1.3 Objective of Study 4 

1.4 Significance of Study 5 

1.5 Scope of Study 5 

1.6 Definition of Terms 6 

 

2 LITERATURE REVIEW 8 

 

2.1 Introduction 9 

2.2 Customer Relationship Management (CRM) 9 


	EFFECTIVENESS OF CUSTOMER RELATIONSHIP MANAGEMENT (CRM) TOWARDS ENHANCING CUSTOMER LOYALTY IN EPIC EVOLUTION (M) SDN BHD,JOHOR
	“DECLARATION OF ORIGINAL WORK”
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENTS
	TABLE OF CONTENTS
	LIST OF TABLES
	LIST OF FIGURES
	ABSTRACT
	CHAPTER 1
	1.0 INTRODUCTION
	1.1 Background of company
	1.2 Issue statement
	1.3 Objective of the Study
	1.4 Significance of study
	1.5 Scope of Study
	1.6 Definition of Term
	1.6.1 Customer relationship management (CRM)
	1.6.2 Service
	1.6.2 Process
	1.6.3 People
	1.6.4 Physical Evidence
	1.6.6 Price
	1.6.7 Customer loyalty


	CHAPTER 2
	2.0 LITERATURE REVIEW
	2.1 Introduction
	2.2 Customer relationship management (CRM)
	2.3 Product/ services
	2.4 Price
	2.5 Process
	2.6 People
	2.7 Physical evidence
	2.8 Customer loyalty

	CHAPTER 3
	3.0 RESEARCH METHODOLOGY
	3.1 Introduction
	3.2 Data collection method
	3.2.1 Secondary data
	3.2.2 Data Analysis


	CHAPTER 4
	4.0 ANALYSIS AND INTERPRETATION OF DATA
	4.1 Company’s practices relating to issue
	4.1.1 Product/ service
	4.1.2 Price
	4.1.3 People
	4.1.4 Process
	4.1.5 Physical evidence
	4.1.6 Customer loyalty

	4.2 Gap identification (Qualitative/Quantitative)
	4.2.1 Product/services
	4.2.2 Price
	4.2.3 Physical evidence
	4.2.4 People
	4.2.5 Process
	4.2.6 Place
	4.2.7 Promotion

	4.3 SWOT Analysis

	CHAPTER 5
	CONCLUSION AND RECOMMENDATIONS
	5.1 Conclusion
	5.2 Recommendation based on IDIC
	5.2.1 Identifying customers
	5.2.2 Differentiate the customer
	5.2.3 Interacting with customer
	5.2.4 Customizing the customers

	5.2 Recommendation identification based on SWOT analysis
	5.2.1 SO Strategies
	5.2.2 WO Strategies
	5.2.3 ST Strategies
	5.2.4 WT Strategies


	BIBLIOGRAPHY
	APPENDICES



