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B ABSTRACT OF RESEARCH

(An abstract of between 100 and 200 words must be prepared in Bahasa Malaysia and in English.
This abstract will be included in the Report of the Research and lnnovation Section at a later date as a means
of presenting the project findings of the researcher/s to the University and the community at large)

Like any other business institution, a higher education institution such as Universiti Sains Malaysia (USM)
needs to understand its customer needs and wants in order to remain competitive and survive among higher
education providers. This is also important in order to attract and retain the potential candidates to pursue
their studies at Universiti Sains ia (USM), Given an APEX status by the Ministry of Higher Education
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