%

~dl-
cjw LFET L D T ety
UNIVERSITI TEKNOLOGI MARA
CAWANGAN KELANTAN

KEY VARIABLES FOR SUCCESSFUL RELATIONSHIP MARKETING IN BUSINESS-
TO-BUSINESS MARKET.

CASE STUDY: TELEKOM MALAYSIA BERHAD (TM), KOTA BHARU
KELANTAN.

NORAZIAN BINTI MAT RIFEN

2008405274

BACHELOR OF BUSINESS ADMINISTRATION (HONS) MARKETING
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
KOTA BHARU CAMPUS

APRIL 2011



DECLARATION OF ORIGINAL WORK

>

BACHELOR OF BUSINESS ADMINISTRATION (HONS) MARKETING
FACULTY OF BUSINESS AND MANAGEMENT

UNIVERSITI TEKNOLOGI MARA

I am, NORAZIAN BT MAT RIFEN, (I/C Number: 880214-03-5654)

Hereby, declare that:

Signature: Date:

This work has not previously been accepted in substance for any degree, locally
or overseas, and is not being concurrently submitted for this degree or any other

degrees.

This project paper is the result of my independent work and investigation, except

where otherwise stated

All verbatim extract have been distinguish by quotation marks and sources of my

information have been specifically acknowledgement




ACKNOWLEDGEMENT

Glory to Allah S.W.T, Most Gracious, the Most Merciful and peace upon His Messenger
Holy Prophet Muhammad S.A.W. All the worship belongs to only Allah. | seek refuge to
Allah from the wickedness within and from the evil deeds. | also praised to Allah SW.T

for giving me courage, time strength and knowledge to complete this project paper

properly.

| am greatly indebted to my advisor, Miss Mursyida bt Mahshar who has made significant
contribution until completion of this research and deserved special thanks for her kindness,
generosity and guidance when supervising my work. Special thanks to my second advisor PM

Mohd Safri bin Ya for his support in order to make this research meaningful.

My deepest gratitude to Mr Nazir Zahidi, Manager SME department Telekom, Kota Bharu and
also Madam Noor Aziyusnee bt Mohd Yusoff as my supervisor at SME department Telekom Kota
Bharu who gives a lot of working experience during my practical training and contributes ideas for
me in conducting this research. Also thanks for all staff of SME’s for their helpful, suggestions and

support.

Last but not least, special thanks are also dedicated to my beloved family, friends for
giving me support, cooperation and views. My heartiest appreciation goes to my family,
for the love and everlasting encouragement in realizing my own potential. Thank you to

them from the bottom of my heart.



TABLE OF CONTENTS

DECLARATION OF ORIGINAL WORK..........coeuiiiiieceie e neessnsse s
LETTER OF TRANSMITTAL.....ccuoitiiiiinieieie s sssssssssssesnesss1

ACKNOWLEDGEMENT ..o e ssnessnn s el V

TABLE OF CONTENTS.....cooa s, V-vii
LIST OF TABLES.........oneiiee s e e e viii
LIST OF FIGURES........oe e s iX
ABSTRACT ... e e X

CHAPTER 1 - INTRODUCTION

1.0 L Y= VT 1
1.1 Background of the Study...........cccoiiiiiiiiiiin 1-2
1.2 Background of the Company...........cccoiiiiiiiiiiiiiirc e e 3-4
1.3 Problem Statement............cccooiiiiiiiii 5
14 Research Objective...... ..o, 6
1.5 Research QUeStion..........cooiiiiiiiiiiii 6-7
1.6 HYpOthesSes........ciniiii 7
1.7 Scope of the Study.......ccoieiiiiiii e ———— 7-8
1.8 Significance of the Study ..........cooiiiiii i 8-9
1.9 Limitation of Study..........cooiiii 9
1.10  Definitions of Key Terms.........coiiiiiiiiiiiii e 10

CHAPTER 2 - LITERATURE REVIEW
2.0 Literature ReVIEW. ......cciiiiiii i i i i i ri s s i sra s sr s s e s s snsnnaas 11

2.1 Business-To-Business (B2b) Market ..., 11-12



ABSTRACT

This research is to study about customer satisfaction, commitment, and trust on the
successful of relationship marketing in business-to-business market. The study
was conducted in one of the telecommunication company which is, Telekom
Malaysia Berhad, specifically in Telekom Malaysia Berhad (TM) Kota Bharu. This
research is to identify the solutions that face by TM Kota Bharu. The main problem
face is too difficult to maintain their customers and to achieve their sales target
over the year. In addition, the lack of trust, commitment and also the customer
satisfaction of the customers toward the company will be the main cause of the
problems will affect their business performance. Due to the problems, there are
certain circumstances why the research objective was developed. First, is to study
whether customer satisfaction has associate to successful relationship marketing.
Next is to determine whether commitment will lead to the successful of relationship
marketing and the last objective is to study whether trust will influence in
successful relationship marketing in business-to-business market. The findings of
the research state that all the variables, customer satisfaction, commitment, and
trust have a strong relationship with relationship marketing and lead to the
successful of relationship marketing. Overall, based on the findings, there are
several recommendations that have been suggested in order to help or to improve
the relationship marketing between TM Kota Bharu and the whole TM with the
customers. The organization should improve the service quality and product, in

order to obtain customer satisfaction, build trust and improve commitment level.



