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Abstract  :  Meeting the  needs  and demands of  customers  and pleasing the  customers  are  important  requirements  for
companies in food sectors where the growth of competition is significantly unpredictable. Customer satisfaction is also one of
the key concepts which is mainly driven by wide range of customer preference and expectation upon products and services
introduced and delivered to them. In order to meet the customer demands, the companies that engage in food sectors are
expected to have a well-managed set of Total Quality Management (TQM), which sets out to improve quality of products and
services; to reduce costs and to increase customer satisfaction by restructuring traditional management practices. It aims to
increase  customer  satisfaction  by  meeting  (their)  customer  expectations  and  requirements.  The  achievement  would  be
determined with the help of customer satisfaction surveys, which is done to obtain immediate feedback and to provide quick
responses. In addition, the surveys would also assist the making of strategic planning which helps to anticipate customer future
needs and expectations. Meanwhile, periodic measurement of customer satisfaction would be a must because with the better
understanding of customers perceptions from the surveys (done by questioners), the companies would have a clear idea to
identify their own strengths and weaknesses that help the companies keep their loyal customers; to stand in comparison
toward their competitors and map out their future progress and improvement. In this study, we propose a survey based on
customer satisfaction measurement method and its statistical analysis for sales and logistic activities of food firms. Customer
satisfaction would be discussed in details. Furthermore, after analysing the data derived from the questionnaire that applied to
customers by using the SPSS software, various results obtained from the application would be presented. By also applying
ANOVA test, the study would analysis the existence of meaningful differences between customer demographic proportion and
their perceptions. The purpose of this study is also to find out requirements which help to remove the effects that decrease
customer satisfaction and produce loyal customers in food industry. For this purpose, the customer complaints are collected.
Additionally, comments and suggestions are done according to the obtained results of surveys, which would be useful for the
making-process of strategic planning in food industry.
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