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ABSTRACT

Problem: Corporate social responsibility shows frequently in various kinds of reports
of different companies. However, managers are confused about how to practice CSR
strategically. Litlle is known about consumers’ awareness of CSR and how
consumers react toward socially responsible corporations and their products. The
mobile phone retail industries have been criticized a lot on CSR because of unethical
and unsustainable business activities. Some famous companies in the mobile phone
retail companies are focusing on different CSR practices; however the research on
CSR and its impact on consumer behavior in mobile phone companies still limited in
.' ‘Malaysia. It is critical importance to conduct the research on consumers’ awareness
- of CSR and to explore consumers’ attitudes and tendency of purchase behavior
toward CSR in the mobile retail industry.

. Research purpose: The purpose of this thesis is to conduct an investigation about
" consumers’ awareness of CSR in the mobile phone industry. Furthermore, the aim is
to investigate consumers’ attitudes on different CSR activities and how consumers’

+. purchasing behaviors are affected by these CSR activities.

:'I_"heoretical perspective: This study combines stakeholder theory with theory on
CSR’S impact on consumers’ attitudes and behavior. It refers to consumers as one

'i'_r'nportant stakeholder group for a company.

:D’esignlmethodologyr’approach: A quantitative method is used in this research.
_"'P'rimary data of consumers’ awareness of CSR, consumers' attitudes and tendency
of purchasing behavior were collected through a face to face questionnaire. The

results of the questionnaire were analyzed and interpreted.

Conclusions: The conclusions of this research are mobile phone customers do care
about CSR and they regard CSR practices is important to the mobile phone
companies. And according to the analysis results, customers are more care about

whether companies taken responsibility to their employees.
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CHAPTER ONE INTRODUCTION

Background of study

wbrd of CSR (Corporate Social Responsibility) was first proposed in 1924 by the British
r Oliver Sheldon. After the 1980°s at the last century, with the series social issues and
mental issues, corporate social responsibility becomes a hot spot of academic research.

wever all the time, the research to corporate social respomsibility from consumer

(e _oéiaI performance by three factors which are system, moral and economic. Among
il xﬁi.c motivation is the most basic intrinsic motivation. If the corporate harm the
ublic n‘te’fést, as the social aspects, the consumer will boycott its products, besides the
ors will reject to buy their stock, in this way to disqualify the companies compete into
et And when the company’s activity harmful to the public interest, their own
ts.would also be Jjeopardized; conversely, if the corporate maintain the public interest

ocial éspects wili return as consumers in favor of its products and its stock investors
. buy fheir stock share, so that the enterprises can keep in a better competitive position
ke , and the company which maintain the public interests, their interests will be
also (McGuire , 1988).

Webster and Frederick come up with "socially conscious consumers will consider

he_i_xf'”buying behavior”, Later Mohr, Webb and Harris based on the predecessors’

sibility as one of the criteria for personal consumption patterns. The changes in

et perception will greatly affect the behavior of enterprises. Therefore whether the

LINTERNATIONAL UNIVERSITY (2014) g



vith 73.2% of respondents expressed their willingness to give priority to buying this

s fast moving consumer goods. In the automotive industry, these two sets of figures

1€ brands. Ling, Hwang and Salvendy(2007) surveyed college students to identify

ce of their current mobile phone. The results of their survey indicated that the

sibility: Customer Responsibility, Employee Responsibility, Social Welfare
_nsl_biiity and Environment Responsibility to find out whether customers believe CSR is
p flant when purchasing the mobile phone, to check which CSR areas are influenced

mobile phone customers’ purchase intention and which one has the strongest influence.

NTERNATIONAL UNIVERSITY (2014) 10



2 Problem Statement

Companies have realized their obligations to the society in terms of business responsible areas,
o ey- are trying to become good corporate citizens by taking their economic, ethical, and
ic' responsibilities {Louche, Idowu & Filho, 2010). However, studies on what the

. expect firms to do on CSR, and how lpucil firms are expected to do is still limited. The

ose the CSR activities that they believe are relatively more important, therefore
ctivities vary among different firms. With the limited time and capacity, the author

ided to select one industry — mobile phone industry to do the research.

choose mobile phone industry because nowadays when customers begin to care more
the environment issues and social issues. They are willing to know how companies
c_e__thcir social responsibility when related the product or service they purchased. While
mobile phone companies ignore the corporate social responsibility issues in producing

mobile phone but customers still keep purchasing their product. For example Apple Company,

INTERNATIONAL UNIVERSITY (2014)
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mers & employees’ interest. People keep supporting and buying iphone which making

m’pﬂ“y continuously ignoring the CSR. For example in 2008, Apple suppliers in Suzhou
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Research Questions / Objectives
'ar'c_ﬁ" questions:

ka_t-:é the customers’ awareness level regarding CSR?

o identify the significant influence of CSR practices and which influence is

rest towards customer purchase intention.

“Ustomer purchasing intention. After the British Scholar Oliver Sheldon proposed the
1924 and with the series social issues and environmental issues, corporate social
lity have become a hot spot of academic research, and this research will iniend to

ute to academia on the influence of CSR on customer purchase intention.

fmnore, the findings will support government strategic implementation based on the
ers purchase intention, like the government can control the company implemented bad

tctivities based on their customers’ purchase intention through practice the proper
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