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ABSTRACT

‘Convenience Store shopping is certainly making its mark 'in
"Malaysia. Esso Malaysia Berhad have come the long way and tried
to fulfill their customers by -operating " Food Store " or C-Store
at all their new Esso Service Stations. Td date, Esso Malaysia
Berhad has 26 C-Stores throughout the country and expects tb have

35 in operation by the end of 1992.

In an attempt to find out whether C-Store attracts customers to
the service stations, "a study was carried out in the form of.
co]]écting Statistical data on the fuel sales and C-Store sales,

from June 1990 fi11 June 1992.
Written questionnaire was also carried out which includes

question about the affectiveness of the C-Store to the customer’s

point of view.

- ii -



TABLE OF CONTENTS PAGE_(s)

Acknowledgements..... e eeeoesensosossosanssssssssesencnsanns (i)
Abstract.......cciiiiiiiiiiiiiiiiiinn, e eeeneeae et (ii)
(000} 1 -3 1 SO e (ii1)
CHAPTER 1 -
1.0 An OvervieWw....oieeeenernerenreoranconnsonens 1
1.1 Esso Malaysia Berhad (EMB)...... et 3
1.1.1 Marketing......oovveveneinnnnnnnn. 3
1.2 Retail..iieiiiiiniiiinieiniiennncnnnnns e 5
CHAPTER 2 : .
2.0 Background of the study...............coiit, 7
2.1 Esso’s Convenience Store (C-Store).......... 7
2.2 Purpose and Objectives............. ..., e 10
2.3 Scope and Limitations....................... 11
2.4 Problems Encountered..........cccvvvinninnnn 14
2.5 Literature Review.......coviviiiiennenneenns 15
2.5.1 Can Groceries Be A New Source of ’
Profit.....ciiiiiiiiiiiiiieinnnn, 15
2.5.2 "Green Book" Steers Dealers Through
U.S. Regulations........cevevnnnen 17
2.5.3 ° Esso Sekiyu Opens Prototype .
CoC-Store. i i Veee ’ 18
2.6 Hypothesis.....coveiiiiiiiiiiiiineneannnnoas 19
2.7 Research Design And Methodology............. 20
2.7.1 Primary Sources......civvveeonnnn 20
2.7.2 Secondary SoUrceS......ceevenanenn 23
CHAPTER 3
3.0 The Findings...... e ee e e e e 24
3.1 Correlation Coefficient.............. e 24
3.2 QuUestionnaires.....eeereininerererennnnnns .. 28
3.3 Observations......cvviiiiniinirinnnneneaenens 37
3.4 Suggestions........coiiiiiiiiininn, Sreerens 39
CHAPTER 4 .
4.0 Recommendations.......... e etereceeaee e 41
CHAPTER 5 -
5.0 Conclusion.....oovvuiiiiiiiiniiiinrnnnneenss 50



APPENDICES

N

O~NOYOTI W

17.
18.
-19.
20 -
21/
22.
23.
24.
25.

BIBLIOGRAPHY

Esso Malaysia Berhad: Department 0rgan1sat1on
Chart

Marketing Retail Trade Division: 0rgan1sat1on
Chart

Dealer Application Form

Klang Valley Retail Network Plan

The Questionnaire

.Correlation Score for Station A - K

Frequency of Visiting The Station
Amount of Petrol Bought
Percentage of respondents that are aware of the
C-Store
Percentage of respondents that are invited to
C-Store by Pump Attendants
Percentage of respondents that bought something
besides car products
Frequency of purchase from C- Store
Popular items in C-Store
Amount spent pervisit
Percentage of respondents that received assistance
from the operators
Ratings of Attributes
- Service
- Physical Layout
- Quality of Products
- Locations o
Ratings of Attributes
- Price
Ratings of Attributes
- Range
Ratings of Attributes
- Cleanliness" ; '
Percentage of respondents reasons coming to service
station with C-Store
Percentage of respondents preference coming to
service station with/without C-Store
Background Data - _
- (Sex, Race, Age)
Background Data
(Income and Occupation)
Month]y promotion program for C-Store by Esso
Malaysia Berhad
Photographs taken during the Grand 0pen1ngs in
Kampung Melayu, Johore Bahru and Tanjong Rambutan,
Perak

- jv -



