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Key Summary
 We are a group of five students from Taylor’s University and for this research assignment we were
 required to write a report on a type of trade and choose three businesses that are involved in this
 trade to research and analyse in our report. As of such we have chosen to focus our research on
 tambun biscuits. These biscuits are a traditional type of Chinese pastry and are unique to Penang.
 The three businesses that we interviewed for our report are Soon Seng, Tong Hoe Seng and Wah
 Thai. Each of these businesses is located in Penang and is involved in the sale of tambun biscuits.
 Soon Seng and Tong Hoe Seng are both small stalls located in Lebuh Kimberley while Wah Thai is a
 large shop located in Georgetown.
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Methodology
 Our research was conducted during a field trip to Penang. Before leaving for Penang, we did
 some discussion on the type of trade we wanted to research. In the end, we chose to research the
 tambun biscuit trade, as tambun biscuits are a very popular product in Penang.
 We did some research on the internet and discovered that there were a few small stalls selling
 tambun biscuits not too far from the hotel we would be staying at. We made a note to visit the
 area and carry out our research there. We also did some research on the larger shops selling
 tambun biscuits in Penang. Finally, we decided on the questions that we would be asking during
 our interviews.
 All our interviews were carried out on the same day. We had previously discovered that there
 were a few small stalls selling tambun biscuits at Lebuh Kimberley and decided to visit there
 first. Upon reaching there, we discovered that there were three stalls selling almost similar
 products. We decided to interview the two oldest stalls which were Soon Seng and Tong Hoe
 Seng. We took some pictures of the stalls as well as the products sold and then carried out our
 interviews with the people in charge. We were careful to neatly jot down the answers given by
 our interviewees. Before leaving we took some photos with our interviewees.
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Later, it was time to interview one of the large shops selling tambun biscuits in Penang. We
 stopped a taxi and asked him if he could take us to one of the more popular large shops in
 Georgetown. It was already 6pm at that time and he told us that most shops were already closed.
 However, he agreed to take us to one of the shops that he knew would still be open at that time.
 The shop’s name was Wah Thai and upon hearing that name we rejoiced because we knew from
 our research that the shop was a popular business in Penang.
 When we reached the shop we took some photos of the outer building. We entered the shop and
 were about to take some photos of the products sold there but were stopped by the staff. They
 politely told us that we were not allowed to take photos inside the shop as they wanted to
 maintain their reputation. We put our cameras away and asked if we could have an interview
 with the person in charge. They agreed and introduced us to one of their senior staff members
 who was pleased to answer all our questions. Later, we stepped outside to take some photos with
 our interviewee.
 Finally, we had finished all our interviews and we returned to our hotel to compare notes and put
 everything in order.
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Introduction to Pastry and the Tambun Biscuits of Penang
 All around the world there are many different kinds of pastries. From simple snacks to hearty
 meals, pastries are indeed everywhere. However, what we do not realize are that these delicacies
 carry in them history as complex as their many layers.
 Pastry has been in existence since ancient times. In fact, the first pastries were believed to have
 been the ancient Mediterranean paper thin multilayered baklava and filo. In the Western World,
 crusaders introduced these recipes to Medieval Europe where they were then quickly adopted.
 Meanwhile, French and Italian Renaissance chefs are credited for perfecting puff pastry and
 choux. Later, in Central and Eastern Europe, strudels evolved. Hence, we can observe that pastry
 was fast becoming very popular in Western Society.
 However, for the Chinese, the definition of pastry differs from its Western cousin. Chinese
 pastries are made from basic ingredients such as flour, glutinous rice, yeast, sugar, salt, egg, and
 oil. While common stuffing ingredients include red bean paste, lotus paste, green bean paste,
 nuts, and preserved foodstuffs. The final product maybe sprinkled or flavoured with spices,
 sesame or sugar (Chinatownology, 2014).
 In Malaysia, pastries can be a very important part of Chinese festivals and social events. The
 consumption and exchange of pastries in the Chinese society is crucial as it creates opportunities
 for individuals, families and even companies to strengthen relationships as well as to celebrate
 special events such as wedding ceremonies, the birth of a new child, and even Chinese New
 Year.
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Hence, the businesses that we have chosen to research is that of the tambun biscuit or tau sar
 pneah which a pastry unique to Penang. Traditionally, the tau sar actually refers to the red bean
 paste found in the cookies. The red beans are cooked with sugar until they become mushy and
 turn a shade of very dark magenta but given the several varieties of pneah (biscuit/cookie) on the
 market, the term tau sar is also confusingly used to describe the whitish green pea paste, or pek
 tau sar. Then there's the mung bean variety, or lek tau and also lotus bean paste (Penang-
 vacations.com, 2014).
 The tambun biscuit has become a signature of Penang food and is not only popular among the
 locals but also the tourist who visit there. As of such, the tambun biscuit is a very popular gift
 among family and relatives as well as a popular business trade that supports a number of the
 Chinese community in Penang.
 Our research centres on three shops in Penang that sell these tambun biscuits; two small street
 stalls and one large shop in Penang’s main town.
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Soon Seng
 Soon Seng is a small stall located at Lebuh Kimberley. It is a simple street stall with a large sign
 hanging above it proclaiming it as “Syarikat Soon Seng”. The most notable features of the stall
 are large containers directly in front of the stall that hold a colourful assortment of pickled fruits.
 Also, on the left hand side of the stall there is a large wooden table holding an immense amount
 of local treats, including printed cardboard boxes of tambun biscuits. When you walk into the
 stall you will find an amazingly large selection of medicated oils lining tall wooden shelves.
 On the day of the interview, we walked on foot from our hotel to the stall and took some pictures
 of the stall. Later, we asked if we could have a short interview with the stall owner.
 Unfortunately, he was not working that day but his assistant and business partner who is also a
 close friend of his, agreed to give us a short interview.
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Mr Cheah informed us that Soon Seng stall had been open and running for 30 years now. He ran
 the shop alongside the shop owner Mr Soon who is the founder of the shop. Occasionally they
 received help from their family members such as Mr Cheah’s nephew who was also present
 during our interview.
 The main products sold at Soon Seng are tambun biscuits as well as pickled fruit which their
 stall is famous for. He told us that the tambun biscuits are an especially sought after product
 during holiday seasons as many tourists would drop by his shop hoping to purchase a few boxes
 as souvenirs to take home. However, he stated that the pickled fruit remained the shops all-time
 best seller as they were homemade. “If you don’t believe try some for yourself” he said, as he
 merrily scooped out a few with a large plastic spoon and handed them to us.
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He also told us that another reason why their stall places so much pride in their pickled fruit is
 because it is a product not sold by their competitors which were two more street stalls selling
 practically beside his own stall. The names of these two stall were Pin Kuan Enterprise and Tong
 Hoe Seng. He remarked that these stalls sold almost identical products as his own and were the
 main competition to his sale of tambun biscuits. The main strategy used by Soon Seng to
 compete with these stalls was to sell their unique homemade pickled fruit which could draw in a
 large amount of customers.
 Furthermore, he also told us that his stall faced competition from larger companies selling
 tambun biscuits in the nearby Georgetown such as Wah Thai, Him Heang and Ghee Hiang.
 These large companies could afford to sell a wide range of products that attract customers to buy
 from their shops and he told us that the best strategy used to handle this kind of competition was
 to sell their own products for lower prices.
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Tong Hoe Seng
 Tong Hoe Seng is a small stall street stall located on Lebuh Kimberley. It is a very small
 traditional stall but the large array of tambun biscuits displayed in transparent plastic shelve
 casings quickly catch the eye and draw you closer. Furthermore, you will be awed when you spot
 the small frail looking lady single-handedly running the stall as she moves from shelf to shelf,
 deftly packaging the tambun biscuits in cardboard boxes. Who is this industrious lady? Well, she
 is none other than the sole owner and employee of Tong Hoe Seng.
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On the day of the interview, we approached the stall with caution noting how the small auntie’s
 face seemed quite intimidating, screwed up in concentration as she expertly grabbed and
 packaged the tambun biscuits waiting on their crowded shelves. However, when we approached
 her to ask a question, her expression changed entirely to a welcoming smile as she told us that
 she would not mind at all to participate in our interview, her hands never for a moment
 abandoning her work.
 She told us that Tong Hoe Seng was started 60 years ago by none other than her father, Mr Tong
 himself. After her father’s death she took over running the stall and has been in charge for 30
 years now.
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The main products sold at Tong Hoe Seng are tambun biscuits however she also sells a variety of
 snacks such as ‘keropok’. The tambun biscuits she sells are entirely homemade and she gave us
 each an entire biscuit to try. The taste was astounding, the pastry was so fresh and flavourful, the
 best we had ever tasted.
 She told us that most of her customers are regular customers that she has been selling to for
 many years and emphasised that customer loyalty is a very important part of business success.
 One of the strategies that she uses in running her business is to always be bright, cheerful and
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welcoming to customers, this way they keep coming back and she is able to retain customer
 loyalty. She added that maintaining customer loyalty is the best way to compete with the two
 stalls nearby her own that sold practically the same products as her own; Syarikat Soon Seng and
 Pin Kuan Enterprise.
 Furthermore, she also told us that business is significantly better during holiday seasons as many
 tourists and even locals come looking for tambun biscuits to give to family and friends. She said
 that her stall makes good income because it is easily accessible, that is, close to hotels and
 conveniently beside the street. Larger companies such as Wah Thai, Him Heang and Ghee Hiang
 which are also her competitors cannot offer the same easy accessibility that she can as their
 shops are located in Georgetown where the streets are often crowded and parking is difficult to
 find.
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Wah Thai
 Wah Thai is a large shop located in Georgetown. The shop itself is a modest building that is
 located along Jalan Gottlieb. However, within it holds many treasures, that is, shelves upon
 shelves of traditional Penang foods.
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On the day of the interview, we took a taxi to the shop and upon asking for an interview we were
 introduced to a senior staff member, Mr Chan. He informed us that the business had first
 commenced on 23 February 1977 as a sole proprietorship entitled Wah Thai Native Products Co.
 under the management of Mr Lim Shong Thai. At that time they mostly sold tambun biscuits and
 each biscuit was handmade by Mr Lim himself.
 However Wah Thai has come a long way since then. Mr Chan clarified that Wah Thai has since
 receive 32 years of experience and reputation and grown to a size where it now employs dozens
 of workers to manufacture and market their products. These days Wah Thai does not only sell
 tambun biscuits but a wide range of other products.
 Wah Thai is currently involved in the manufacturing of traditional Chinese herbal soup
 preparation called “Chic Kut Teh”, nutmeg oil/ointment, packing of preserved local fruits like
 mango, nutmeg, guava, papaya, banana chips, “hand-made” biscuits like Tambun Biscuits, Beh
 Teh Sor, Phong Pneah, Heong Pneah and Pineapple Biscuits as well as the sale of local
 traditional herbs like Tongkat Ali roots and capsules and bird’s nests (Limwahthai.com, 2014).
 “It is amazing how far we have come!” Mr Chan exclaimed. “In the past when all the biscuits
 were made manually only a few hundred pieces could be prepared each day. Today, backed by a
 large work force of over a hundred workers, we are able to churn out thousands of biscuits with
 semi-automation. However, some stages require the biscuits to be individually moulded by hand
 while the baking temperature is closely monitored. Mr Lim undertakes these tasks on his own,
 not allowing any help from others.”
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When asked which product is their bestselling item Mr Chan replied that it is their Chinese
 herbal soup preparation of “Bah Kut Teh”. He continued to explain that the reason for this is that
 it is well received by both the domestic and foreign tourists from the Asian countries such as
 China, Hong Kong, Japan, Taiwan, Singapore, Thailand, and Overseas-Chinese tourists from
 USA, Australia and New Zealand.
 Mr Chan told us that sixty percent of Wah Thai customers are local while the remaining forty
 percent are tourist. “We try our utmost to cater to all our customers”, Mr Chan explained. “For us
 our key strategy is maintaining the quality of our products”. Wah Thai faces competition from
 many large companies such as Him Heang and Ghee Hiang in Georgetown that sell almost
 similar products as well as small stalls such as Pin Kuan Enterprise, Soon Seng and Tong Hoe
 Seng that are able to offer lower prices.
 However, due to the high quality and reputation of Wah Thai, they still manage to hold their own
 and sell a staggering amount of 500 boxes of tambun biscuits a day. Mr Chan continued to
 explain that this number was only their average and affirmed that they are capable of selling a far
 greater number during holiday seasons. “It is the quality”, Mr Chan emphasized and when asked
 if Wah Thai had any plans for expansion he proudly shook his head as he explained to us once
 again that their key focus was on the quality of their products alone.
 FNBE SEPT 2013 - ENGL 0205 English 2 Page 16

Page 17
                        

Comparison and Contrast
 Soon Seng, Tong Hoe Seng and Wah Thai have many similarities and differences. The first and
 most important similarity shared by these three businesses is that each of them sells tambun
 biscuits which are the main topic of our research. Furthermore, all of these businesses are located
 in Penang and have only one branch. Also, we can observe that all three businesses serve both
 local customers and tourist.
 Moving on, there are many differences to be observed between these three companies. Firstly,
 the businesses are of different sizes, Soon Seng and Tong Hoe Seng are small street stalls while
 Wah Thai is a large shop located in Penang’s main town. Moreover, the businesses are in
 different locations, both Soon Seng and Tong Hoe Seng are located in Lebuh Kimberley while
 Wah Thai is located in Georgetown.
 Correspondingly, each business also has different bestselling products. Soon Seng takes pride in
 their homemade pickled fruit which is unique to their stall and also part of their strategy to
 compete against other street stalls. On the other hand, Tong Hoe Seng emphasises mainly on its
 sales of homemade tambun biscuits. Wah Thai’s bestselling product is their herbal soup
 preparation of “Bah Kut Teh” that draws in both domestic and foreign tourist.
 Lastly, we can also observe differences in each business’s strategy to sell their products and
 compete against their competitors. Soon Seng’s strategy is to sell their products at lower prices
 than that of their competitors. In contrast, the strategy used by Tong Hoe Seng is to maintain
 customer loyalty by being friendly and polite to customers. As for Wah Thai, the strategy used
 by them is to maintain the reputation of their company and the quality of their products.
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Conclusion
 In conclusion, I would like to touch shortly on the obstacles faced by new businesses that wish to
 enter their markets today. Based on our research and analysis we can conclude that new
 businesses would most likely face difficulties in terms of competition. There are many
 businesses in Penang that sell tambun biscuits and this makes it difficult to enter the market. This
 is especially true in the case of customers who will be wary to try a new brand when they have
 already settled on a favourite shop. In order, to overcome this difficulty a new business would
 have to spend time and money on promoting their brand as a worthy product to would be
 customers.
 Furthermore, based on our research we have also concluded that the tambun biscuit market is
 perfectly competitive as there are many businesses in Penang that sell this same product. It is a
 constant battle between each and every shop selling tambun biscuits to market their products to
 customers and in the end it is only their reputation, location and quality that can allow them to
 compete among each other. With so much of the same product circulating Penang, customers are
 literally spoilt for choice and it is up to the business to impress upon them the reasons why they
 should return to the same shop and not another.
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Lastly, our research also concludes that of all three businesses Wah Thai is the most
 commercially successful. The reason for this is because Wah Thai is a large company that
 constantly strives to improve themselves by diversifying their products and maintaining the
 quality of their existing products. Wah Thai is constantly trying hard to cater to their customers
 every need and they have the funds and man power to back them. Meanwhile, street stalls such
 as Soon Seng and Tong Hoe Seng are much smaller businesses and are much less ambitious than
 Wah Thai. The owners of these small stalls are satisfied by earning enough to make a living and
 are not keen on enterprising their businesses.
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Table of similarities between Soon Seng, Tong Hoe Seng and Wah Thai
 Similarities Soon Seng Tong Hoe Seng Wah Thai
 Products Tambun biscuits and other
 products.
 Tambun biscuits and other
 products.
 Tambun biscuits and other
 products.
 Location Penang. Penang. Penang.
 Customers Locals and tourist. Locals and tourist. Locals and tourist.
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Table of differences between Soon Seng, Tong Hoe Seng and Wah Thai
 Differences Soon Seng Tong Hoe Seng Wah Thai
 Business
 size
 Small stall Small stall Large shop
 Location Lebuh Kimberley Lebuh Kimberley Georgetown
 Bestselling
 products
 Pickled fruits Tambun biscuits Bah Kut Teh
 Business
 strategy
 Sell cheaper than
 competitors.
 Retain customer loyalty. Maintain quality of products.
 References
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Appendix
 Group photograph with Soon Seng interviewee
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Group photograph with Wah Thai interviewee
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The delicious tambun biscuits of Tong Hoe Seng
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Enjoying the free samples given at Tong Hoe Seng
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Tong Hoe Seng’s main products
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Soon Seng’s main products
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Interview with Soon Seng
 1) Q: When was the business founded?
 A: 30 years ago.
 2) Q: Who are the key founders?
 A: Mr. Soon, the owner of the shop.
 3) Q: What are your main products?
 A: Pickled fruit and tambun biscuits. Our stall is famous for its homemade pickled fruit. It
 is our most popular product because not many stalls actually produce their own pickled fruits,
 ours is entirely homemade.
 4) Q: Who are your customers?
 A: Locals and tourists.
 5) Q: Do you have many competitors? Who are they?
 A: As you can see there are two other stalls selling similar products near here, they are Pin
 Kuan Enterprise and Tong Hoe Seng. These are our main competitors. However, the large shops
 in Georgetown provide competition as well.
 6) Q: Generally, do you feel it is easy or hard to enter this market? Why?
 A: Last time it is very easy to enter this market as it does not require much capital. Nowadays
 it is harder because so many shops sell similar products, it is very competitive.
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7) Q: How do you compete with your competitors i.e. what strategies do you employ to divert
 customers away from your competitors?
 A: We try to sell cheaper than other places.
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Interview with Tong Hoe Seng
 1) Q: When was the business founded?
 A: 60 years ago.
 2) Q: Who are the key founders?
 A: Mr.Tong, my father. I only took over 30 years ago.
 3) Q: What are your main products?
 A: Tambun biscuits. I sell other products but my tambun biscuits are popular as they are
 homemade.
 4) Q: Who are your customers?
 A: Locals and tourists.
 5) Q: Do you have many competitors? Who are they?
 A: Stalls selling similar products near here, such as Pin Kuan Enterprise and Soon Seng are
 my main competitors. However, the large shops in Georgetown provide competition as well.
 6) Q: Generally, do you feel it is easy or hard to enter this market? Why?
 A: Last time it is very easy to enter this market as it does not require much capital. Nowadays
 it is harder because so many shops sell similar products, it is very competitive.
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7) Q: How do you compete with your competitors i.e. what strategies do you employ to divert
 customers away from your competitors?
 A: I try my best to be courteous and polite to all my customers. I especially have to be good to
 my regular customers as customer loyalty is important to sustain my business.
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Interview with Wah Thai
 1) Q: When was the business founded?
 A: 1977.
 2) Q: Who are the key founders?
 A: Mr. Lim Shong Thai. He started the business and originally sold only tambun biscuits
 that he made on his own.
 3) Q: What are your main products?
 A: Our Chic Kut Teh, and tambun biscuits are the most popular of our products but we
 sell many other products as well.
 4) Q: Who are your customers?
 A: 60% are locals and 40% are tourists.
 5) Q: How many branches do you have? Do you have plans for expansion?
 A: We only have one branch and we have no plans for expansion as we only want to
 focus on preserving the quality of our products.
 6) Q: Do you have many competitors? Who are they?
 A: There are many small stalls around Penang that provide competition but the large
 shops such as Ghee Hiang and Him Heang are our main competitors.
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7) Q: Generally, do you feel it is easy or hard to enter this market? Why?
 A: It is not easy as this business is purely competitive and there are many experienced
 businesses that have established a good reputation with customers.
 8) Q: How do you compete with your competitors i.e. what strategies do you employ to
 divert customers away from your competitors?
 A: Our key strategy is maintaining the quality of our products.
 9) Q: How often do you release a new product?
 A: Every now and then we release new products it depends on customer demand.
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