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Article Info Abstract

Received: 7 March 2025 Funeral service organisations preserve the memory of the departed as
Accepted: 15 May 2025 they assist families in mourning. Research examining consumer choices
Available online: 13 June 2025 in this market sector is currently relatively sparse. A research

investigation explores how ethnic Chinese people in Johor Bahru,

Malaysia, prefer their funeral services. A total of 50 respondents

participated in this study using Microsoft Forms and quantitative

Funeral services, consumer research methods. The convenience sampling method produced data

preferences, funeral service industry  analysed through descriptive techniques in Excel software. All
participants belonged to a group that experienced death, yet 70% of
this group was directly responsible for organising funerals. A
significant 48% of the participants estimated their funeral expenses
would fall from RM30,000 to RM34,999. Funeral services were the most
popular choice among respondents who wanted services in public
funeral facilities (84%) and followed the Buddhist/Taoist religious
customs (70%). Research results demonstrate that people need
accessible funeral services which also offer transparent pricing and
maintain respect for local customs. The providers of funeral services
should create inexpensive package solutions which permit flexible
payment options. Providing more religious services and better
professional support would offer improved solutions for this
multicultural community. The support system provided by Johor Bahru
funeral providers needs to tackle financial, logistical and cultural
considerations to benefit bereaved families effectively.

Keywords

1. Introduction

Funeral services serve as final goodbye expressions, preserving cultural traditions and fostering social conduct
and communal relationships among families. Chinese death rituals draw their essence from the spiritual
connection between ancestors and family traditions. Through these ceremonies, people living in the present world
can show respect to deceased family members while demonstrating status and helping souls complete their
journey between the living and spiritual worlds (Nirvana Memorial, 2024ab; Dignity Memorial, 2025). Chinese
communities place great importance on social cohesion and help survivors with spiritual and emotional needs
through elaborate death rituals and ceremonies. According to Anggrawan and Mayadi (2020), funeral traditions
within the ethnic Chinese community are human connections that draw from familial bonds and social structures
to create a collective coping experience that builds community strength.

This is an open access article under the CC BY-NC-SA 4.0 license.

©I8Q




Johor Business School (JBS) Nexus Vol. 2 No. 1 (2025) p. 39-46 40

Understanding how personal experiences in the funeral industry interact with market changes as societies
continue to develop becomes crucial. Funeral traditions remain preserved through such efforts, adapting to
contemporary family requirements. Expansion in the Malaysian funeral industry has been rapid because of
population developments and longer lifespans in the nation. The residents of Johor have an average life expectancy
of 73.1 years due to the region's ageing demographic (DOSM, 2024). This demographic shift has increased the
demand for funeral services (Khang & Razak, 2023). The funeral service market in Malaysia began in 2024 with a
value of $0.582 billion and is projected to grow to $0.883 billion by 2029, with an annual growth rate of 8.68%
(The Business Research Company, 2025). The acceptance of pre-need funeral planning by the ethnic Chinese
community since the 1990s has further accelerated market growth (Villamin, 2016).

Present-day funeral businesses face significant transformations because consumer demands change with
social developments. According to Beard and Burger (2015), funeral expenses, housing, and automobiles
represent the top three most significant household expenses. People nowadays want transparent funeral
processes that provide customised offerings and meaningful emotional experiences. The funeral industry should
blend traditional burial practices with contemporary consumer requirements since people need affordable
methods to express affection to departed family members (Korai & Souiden, 2017; Lowe et al,, 2019). Businesses
had to speed up industry transformations because of COVID-19, which required them to adjust services as they
worked to keep trust and service quality intact (Gotved et al., 2023). Funeral service providers need to establish
professional support structures which will handle both the practical and emotional requirements of mourners
because society recognises more clearly the mental health difficulties experienced during bereavement (Burrell
& Selman, 2020).

The rising market demands require funeral service providers to restructure their business models to better
serve changing community needs. The research explores Johor Bahru's funeral services market by studying the
funeral preferences of Chinese citizens who reside in the area. Investigating consumer behaviour directs this study
toward better funeral service development, combining traditional heritage practices with contemporary
bereavement support.

2. Literature Review

2.1 Funeral Services and Cultural Practices

Funeral practices, including burial, cremation, and celebrations of life, vary across cultures and reflect deeply held
social and cultural beliefs. Religious and cultural contexts strongly influence these practices. For example,
cremation has become more common in Western societies as religious attitudes toward death evolve, whereas
traditional burial remains standard in Muslim communities to fulfil religious obligations (Chen, 2022; Grandi et
al,, 2024). Community rituals carried out after death provide essential means for mourners to express their sorrow
and maintain bonds with their deceased relatives. Communal mourning services offer double benefits for the
deceased and those left behind by honouring the departed in memory and facilitating collective grief support for
the bereaved community (Mortazavi et al., 2021; Grandi et al., 2024). Through such cultural events, society
achieves unity while delivering necessary grief assistance to people who have lost someone.

All funeral practices derive their principles from religious and cultural values. Therefore, the professional
development of funeral services must include a thorough understanding of belief-based consumer needs since
social standards continue to transform. The COVID-19 pandemic forced changes to traditional funeral customs
due to meeting restrictions, which increased people's worries about the proper meaning of funeral rituals.
Families introduced virtual funerals to meet funeral needs under social distancing restrictions (Chen, 2022;
Muturi et al.,, 2020). As funeral practices evolve, it is essential to understand the psychological impact of different
community traditions on these practices (Mitima-Verloop et al., 2022). Thus, funeral service providers must be
aware of the values associated with death care to offer compassionate and respectful care to grieving individuals
(Clements et al., 2022; Burrell & Selman, 2020).

2.2 Funeral Industry Trends

Current economic changes, cultural developments, and societal transformations create significant shifts within
the funeral industry. Consumer decision-making about funeral services becomes more influenced by escalating
funeral expenses, encouraging people to consider less expensive death care choices (Becker et al., 2024; Beard &
Burger, 2017). Families are displeased about hidden pricing and fee opacity in funeral expenses because these
costs are significant. The lack of transparent pricing information has become a vital consumer demand, thus
driving increased requests for straightforward fee disclosures (Becker et al., 2024; Korai & Souiden, 2017).
Consumers choose simplified funeral measures because of economic pressure, while previous marketing
strategies from funeral businesses emphasised competitive pricing and brand dominance (Clements et al., 2022;
Beard & Burger, 2017).
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In addition, the demand for funeral services now heavily depends on the selection of locations because home-
based services have become more popular than conventional funeral homes. A growing trend exists toward
holding funerals at home because people want personal farewell experiences (Clements et al., 2022; Leung et al,,
2024). Society now embraces personalised grieving and a bespoke method for handling death, which explains this
contemporary trend (Korai & Souiden, 2017; Beard & Burger, 2017). Thus, funeral homes need to adjust their
practices because changing funeral preferences make it necessary to stay competitive within the market, along
with alternative service options. Funeral providers must conduct ongoing market research in their sector to keep
up with shifting consumer needs and maintain competitive positions, according to Jeawkok (2021) and Beard &
Burger (2017).

2.3 Challenges in Funeral Service Management

The management of funeral services requires stakeholders to address logistical and psychological needs. Planning
such an intricate event proves extremely challenging for mourners because they must deal with personal grief
while managing complex funeral arrangements (Burrell & Selman, 2020; Mortazavi et al., 2021). Honouring a
loved one and dealing with family relations creates stress, which makes decision-making difficult. The combined
emotional difficulties of grieving families intensify when they also have to manage service coordination and time
constraints, thereby adding extra pressure to their strained conditions (Mortazavi et al., 2021; Mitima-Verloop et
al., 2022).

Furthermore, financial considerations become crucial elements in establishing funeral arrangements.
Grieving families experience unexpected expenses at a moment that is already highly stressful. Moreover,
combining monetary and economic uncertainty with unanticipated funeral costs increases family stress and
dissatisfaction, especially when inadequate advance notification of these expenses (Becker et al,, 2024; Mirza et
al, 2022). The increasing cost of funerals compels families to modify their arrangements, which might
compromise the intended memorial ceremonies. Therefore, funeral service providers need to offer transparent
and affordable services and comprehensive support that meets the diverse needs of mourners and their families
(Clements etal., 2022; Roche et al., 2022; Beard & Burger, 2017).

3. Methodology

This study employed a quantitative data collection method. A structured questionnaire was used to gather
opinions on funeral services that respondents had experienced. The survey was conducted online using Microsoft
Forms and targeted 50 ethnic Chinese respondents from Johor. Convenience sampling was used due to its
accessibility; however, this non-probability sampling method limits the ability to generalise the findings to the
broader population. The questionnaire collected demographic data, personal experiences with funeral services,
and preferences related to pricing, location, and funeral rituals, including those associated with the born-again
and evangelical Christian faith, which was relevant to the respondents’ religious affiliations.

Data analysis was performed using Microsoft Excel, with descriptive analysis methods, including frequency
and percentage distributions, to identify key trends and patterns in respondents’ views. Descriptive analysis was
chosen because it allows for a clear, straightforward interpretation of the data, highlighting the most common
responses. No advanced statistical methods were used, as the primary aim was to capture general trends rather
than make inferences beyond the sample.

4. Results and Discussion

4.1 Demographic Information

The information in Table 1 indicates a population that shows various demographic variations, including gender
composition, age distribution and income levels. The study sample contains more females than males since they
comprise 58% of the total group, while males represent 42%. 52% of participants fall into the age brackets of 18-
30 years and 51-60 years, making up 26% of the entire research sample population. The population ranges from
earning RM9,500 or above per month at a rate of 24%, while the most significant segment falls between RM3,500
and RM5,499 monthly (32%). The research sample includes participants from key population clusters, including
female-dominated respondent groups, while maintaining similar distribution rates among different age segments
and income levels.

Table 1 Demographic information

Information Category Total Percentage (%)

Demographic Male 21 42
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Female 29 58

Age Below 18 years 1 2
18-30 years 13 26
31-40 years 10 20
41-50 years 8 16
51-60 years 13 26
61-70 years 3 6
71 years and above

Income range Below that RM1,499 6 12
RM1,500 - RM3,499 11 22
RM3,500-RM5,499 16 32
RMS5,500 - RM7, 499
RM7,500 - RM9, 499 3 6
RM9,500 and above 12 24

4.2 Personal Experiences in Managing Funeral Services

All participants in this study faced the responsibility of organising funerals because they both managed and
participated in funeral services. Table 2 shows that each participant (100%) lost a family member or friend and
took part in funeral services through their own personal involvement or family relations. During their lives, the
participants organised funeral services as their primary role 70 times, but did not perform this duty 30 times.
Most participants experienced funeral services because everyone became involved in organising or participating
in these events, as the data demonstrates that most people had personal experiences with managing these rituals.

Table 2 Personal experience in managing funeral services

Question Selection of Percentage, %
answer
Have you faced a family member or friend passing away before? Yes 100
No 0
Have you / your family been involved in any funeral service? Yes 100
No 0
Were you in charge of funeral services before? Yes 70
No 30

Research findings indicate that the entire group participated in funeral arrangements following the passing
of family members or close friends, and direct involvement amounted to 70% of the total respondents.
Persevering with funeral traditions is fundamental to upholding individual and collective communities by
connecting funeral services to societal solidarity and grief management. Research by Korai and Souiden (2017)
shows that rising customer demand for individualised funeral services corresponds to societal needs for
thoroughly engaging experiences in death event management. Furthermore, Birrell et al. (2020) stressed that grief
recognition through cultural funeral rites plays an essential cultural role, according to Birrell et al. (2020).
Additionally, lively involvement in funeral rituals demonstrates their role in emotional healing and building
community connections that contribute to the subjects' grief responses (Mitima Verloop et al., 2019). In funeral
practices, loss presents meanings distinctive to each person, along with their culture and personal sense.

4.3 Consumer Preference Towards Funeral Service Providers

Several key factors can influence consumers' purchasing decisions in the funeral service industry. Price
considerations play a significant role, as consumers carefully assess the cost of funeral services. Table 3 reveals
that respondents had various estimations of the cost of a funeral service. Most respondents (48%) estimated the
price to be within the range of RM30,000 to RM34,999. A significant portion of respondents (24%) believed the
price fell from RM20,000 to RM29,999. A smaller percentage (14%) estimated the cost below RM19,999, while an
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equal percentage (14%) believed it to be RM35,000 and above. The findings demonstrate that Johor Bahru
consumers base their funeral service choices on price understanding and affordability.

Location preferences about funeral services hold significance to consumers since they want services that can
be accessed quickly and have meaning. According to collected data, most (84%) surveyed individuals chose
funeral homes over other locations to host funeral services. Among the surveyed group, a smaller 16% of
individuals selected home locations for their funeral services. Most Johor Bahru consumers choose funeral homes
because of their convenient amenities, so they prefer these venues to organise funeral services.

According to the data, the surveyed families chose Buddhist/Taoist funeral services as their primary option
for religious services (70%). Buddhist/Taoist religious funerals were chosen by 70% of families, along with
Christian funerals selected by 30% of the respondents, but no respondents showed interest in other spiritual
services. The research shows why serving various religions and creating funeral arrangements that match
personal faith traditions is essential.

Table 3 Consumer preferences toward funeral services providers

Consumer preferences Selection of answer Percentage, %
Price
Do you know the estimated cost of a funeral service? Below RM19,999 14

RM20,000 - RM29,999 24
RM30,000 - RM34,999 48

RM35,000 and above 14

Location

What location does your family prefer for funeral services? Home 16
Funeral Home 84

Religious

What types of religious funeral services are your family looking for? Buddhist / Taoist 70
Christian 30
Other 0

The survey data reveals that funeral attendees are sensitive to costs while planning to spend between
RM30,000 and RM34,999 or above, because family finances stretch from the high expenses of burial services.
Burrell and Selman (2020) demonstrate that cost is the primary factor because families require emotional support
despite their limited economic means. Financial pressures force families to choose funeral services which combine
affordability with dignity (Thompson and Yeung, 2015). The situation highlights the critical need for funeral
providers to create clear and accessible payment structures because their clients deal with varying financial
capabilities.

Moreover, 84% of people prefer funeral homes where the primary service will be held, demonstrating the
preference for convenience and professional support. According to Derogongan et al. (2019), modern funeral
homes offer total amenities and professional guiding services to provide a supportive environment for grieving
families. This shows a more significant trend of death care professionalisation in which families seek out the
availability of expertise and resources. In addition, nearly 70% of respondents expressed a preference for
Buddhist or Taoist funeral services, indicating the issuance of culturally and religiously sensitive products and
services. Birrell et al. (2020) highlight that a client's cultural and religious background must always be honoured
so that they can be satisfied and ultimately healed emotionally. Instinctively, these insights validate the need to
provide respectful, personalised, accessible funeral services to the growing diverse community's needs.

5. Conclusion

This study highlights the profound personal and cultural significance of funeral services, with nearly all
respondents having experienced the death of a loved one and the majority actively involved in funeral planning.
Respondents demonstrated a high awareness of funeral costs, most estimating the expenses between RM30,000
and RM34,999, reflecting families' economic pressure when making funeral arrangements. Funeral homes were
the preferred choice for 84% of respondents, indicating a growing reliance on professional service providers for
convenience and assistance. Additionally, cultural and spiritual factors played a significant role, with 70% of
respondents seeking Buddhist/Taoist funeral services.
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The findings suggest that funeral service providers must offer affordable, transparent, customised services
that address consumers' financial constraints, spiritual needs, and emotional challenges. To meet these demands,
funeral service providers should introduce cost-effective service packages with clear pricing structures, ensuring
accessibility for people from diverse financial backgrounds. Offering flexible payment plans or instalment options
would help alleviate the financial burden on grieving families. Moreover, additional support services, such as grief
counselling via phone, email, or online platforms, along with logistical assistance, could enhance the overall
consumer experience and improve the credibility of funeral service providers.

Given the high demand for Buddhist/Taoist services, funeral homes should consider expanding their offerings
to accommodate these cultural and religious rituals. Digital platforms for service booking, virtual memorials, and
pre-planning options would further enhance accessibility and convenience. By implementing these strategies,
funeral service providers can improve service quality, foster consumer satisfaction, and position themselves as
trusted and compassionate experts in end-of-life arrangements.

In conclusion, the study emphasises the importance of addressing consumers' cultural, financial, and logistical
needs when designing funeral services. By adopting these improvements, providers can better serve grieving
families, ensuring that funeral experiences are culturally sensitive, financially manageable, and emotionally
supportive.
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