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ABSTRACT 

 

 

The mobile internet and also known as mobile web refers to browser-based 

Internet services accessed from hand held mobile devices, such as smart phones, 

tablet or feature phones, through a mobile or other wireless network. Traditionally, 

the World Wide Web (WWW) has been accessed via fixed-line services such as on 

laptops and desktop computers. There are now more than 4 billion people around the 

world using the internet in their daily life. Mobile internet usage in daily life become 

an important criteria in fast changing telecommunication world as it had significant 

contribution in several areas for the purpose to enhance the services. In Malaysia, the 

usage of internet by corporate, public sectors, and government is increased rapidly. 

Through the study conducted by Malaysian Communication and Multimedia 

Commission (SKMM), of the 32 million Malaysians, it is estimated that 24.5 million 

of them are Internet users (76.9%). While the rest (23.1%) do not have access to the 

Internet. Internet usage also reflect to customer satisfaction. Next, customer 

satisfaction is a reflex the expression of customer is happy or not with the services or 

products offered by a firm or organization. It involves several factors that influence 

users to use the internet. Customer satisfaction in purchase intention on mobile 

internet services can involves several factors such as service quality, price of 

internet, sales promotion that telecommunication companies provides and also after 

sales services. Many companies had realized the important of studying, evaluating 

and implementing marketing strategies that focus in create and increase customer 

satisfaction and loyalty in the view of the financial beneficial towards the firm. 

Lastly, customer satisfaction is suggested to be adopted as one of the key 

performance indicator (KPI) to a firm. 

 

Keywords: Customer satisfaction, mobile internet, factor that influence, 

purchase intention 
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ABSTRAK 

 

Internet mudah alih dan juga dikenali sebagai web bergerak merujuk kepada 

perkhidmatan Internet berasaskan pelayar yang diakses dari peranti mudah alih yang 

dipegang, seperti telefon pintar, tablet atau telefon ciri, melalui rangkaian mudah alih 

atau lain-lain wayarles. Secara tradisinya, World Wide Web (WWW) telah diakses 

melalui perkhidmatan talian tetap seperti pada komputer riba dan komputer desktop. 

Kini terdapat lebih daripada 4 bilion orang di seluruh dunia menggunakan internet 

dalam kehidupan seharian mereka. Penggunaan internet mudah alih dalam kehidupan 

seharian menjadi kriteria penting dalam dunia telekomunikasi yang pantas berubah 

kerana ia mempunyai sumbangan besar dalam beberapa bidang untuk tujuan 

meningkatkan perkhidmatan. Di Malaysia, penggunaan internet oleh korporat, sektor 

awam, dan kerajaan meningkat pesat. Melalui kajian yang dijalankan oleh 

Suruhanjaya Komunikasi dan Multimedia Malaysia (SKMM), daripada 32 juta 

rakyat Malaysia, dianggarkan 24,5 juta adalah pengguna Internet (76.9%). Sementara 

selebihnya (23.1%) tidak mempunyai akses ke Internet. Penggunaan internet juga 

mencerminkan kepuasan pelanggan. Seterusnya, kepuasan pelanggan adalah refleks 

ungkapan pelanggan senang atau tidak dengan perkhidmatan atau produk yang 

ditawarkan oleh firma atau organisasi. Ia melibatkan beberapa faktor yang 

mempengaruhi pengguna menggunakan internet. Kepuasan pelanggan dalam niat 

pembelian pada perkhidmatan internet mudah alih boleh melibatkan beberapa faktor 

seperti kualiti perkhidmatan, harga internet, promosi jualan yang disediakan oleh 

syarikat telekomunikasi dan juga perkhidmatan selepas jualan. Banyak syarikat telah 

menyedari pentingnya mengkaji, menilai dan melaksanakan strategi pemasaran yang 

memberi tumpuan dalam mewujudkan dan meningkatkan kepuasan pelanggan dan 

kesetiaan dalam pandangan kewangan yang memberi manfaat kepada firma. Akhir 

sekali, kepuasan pelanggan dicadangkan untuk diguna pakai sebagai salah satu 

penunjuk prestasi utama (KPI) kepada firma. 

 

Kata kunci: Kepuasan pelanggan, internet mudah alih, faktor yang 

mempengaruhi, niat pembelian 
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CHAPTER 1 

 

 

INTRODUCTION 

 

 

1.1 Introduction 

 

From this section it starts with the introduction to this research background and 

view of the research interest. In this research, the elements of the contextual of 

research, the problem of a statement, research question, research objectives, significant 

of research, the scope of research and limitation of research are discussed. The main 

purpose of this chapter is to evaluate the basic concept of the study and the significance 

of the topic. The objectives of the research also had been studying in this chapter to 

know the purpose of finding the problem statements about the topic. 

 

 

1.2 Background of the study 

 

 The report from We Are Social and Hootsuite collect from 2018 Worldwide 

tells that are around more than 4 billion individuals in the world spending the internet 

in their daily lives. Next, the newest statistics presenting that closely a quarter of a 

billion first-hand users derived online from 2017 for the first time. Besides that, the 

number of Africa Internet users is increase more than 20 percent and also seen the 

fastest growth rates. At 2017, an predictable 31 percentage of the world's populace will 

have a smartphone (Statista, 2018). Mobile internet usage in daily life becomes a 
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significant criterion in fast moving telecommunication world as it partaken important 

involvement in numerous parts for the resolve to improve the services. Mobile internet 

users have grasped 4.3 billion worldwide by the end of 2017 within last five years, the 

annual progress rate 20 percent (International Telecommunication Union, 2017). 

In Malaysia, the norm of the internet by business, public sectors, and the 

government is improved quickly. Through the study lead via the Malaysian 

Communication and Multimedia Commission (SKMM), of the 32 million Malaysians, 

it is estimated that 24.5 million of them are Internet users (76.9%). While another 

(23.1%) don’t have entrance to the Internet. Besides that, a mobile phone is a key 

medium on behalf of Internet users, which is 89.4% which is 21.9 million people, 

matched to other mediums for examples laptops, netbooks, desktop PCs, and so on. 

Next, the improved usage of statistics communication and quick development of 

information technologies by inhabited consumers and businesses inspires the evolution 

of internet built services and produces a better petition on behalf of accessibility of 

high-speed internet service admittance.  

The versatile web and furthermore perceived as portable web alludes to 

program based Internet administrations got to from handheld cell phones, for example, 

cell phones, tablet or highlight telephones, through a portable or different remote 

system. Customarily, the World Wide Web (WWW) has been recovered through 

fixed-line administrations, for example, on workstations and personal computers. In 

any case, the web is presently progressively open by versatile and remote gadgets. As 

of late, the snappiness of portable web and cheap information plan enable clients to 

quickly deliver, share, impart and acquire data with their cell phone (Xiwei Wang and 

Dan Zhao, 2017).  

Internet usage also reflects customer satisfaction. It involves several factors 

that encourage users to use the internet. In Malaysia, there are many 

telecommunication companies that provide internet usage such as Maxis, Celcom, 

Digi, U Mobile, and others. However, does the telecommunications company meet the 

needs of consumers? Do they know what factors are driving the user to use the 

internet? So in this research, the researcher wants to know the factors that influence 

mobile internet services and also to know the connection among causes that influences 

customer satisfaction in purchase intention on mobile internet services. Lastly, the 
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researcher want to find the most significant factors that affect customer purchase 

intention on mobile internet services.  

 

 

1.3 Customer Satisfaction 

 

According to Kotler & Keller (2009), satisfaction is a individual's emotional 

state of liking or dissatisfaction purpose as to the outcomes of relating their prospects 

to the services with seeming enactment or result.  Customer satisfaction is a response 

the appearance of the customer is joyful or not happy with the services presented by a 

organization. This are critical for a industry to get important stages of buyer fulfilment 

because fulfilled consumers are usually want more trusty, preparation reiterating 

intake behavior and rendering to use a varied sort of services presented by the same 

business. According to Mohamed & Muneer (2017), customer satisfaction mentions 

to the level of happy customers with the product and the excellence of the services 

providing.  

Customer satisfaction in purchase intention on mobile internet services can 

involve several factors such as service quality, price of internet, sales promotion that 

telecommunication companies provide and also after-sales services. There are many 

businesses realized the importance of learning, assessing and applying strategy of 

marketing that concentration on generate and rise customer satisfaction and constancy 

in the sight of the economic advantageous en route for the business. Customer 

satisfaction is recommended to be espoused as one of the key performance indicators 

(KPI) to a firm. It was establish that fulfilled consumers are more probable to show 

constancy to a service supplier by repurchasing or commending the service to others 

(Seni´c and Marinkovi´c, 2014).  

 

 

 

 



4 
 

1.4 Problem Statement 

 

That are many Telco suppliers of mobile internet services in Malaysia. In 

Malaysia, they have many competitors that Telco provides mobile internet services 

such as Maxis, Celcom, U Mobile, Digi, Red One and others. Besides that, the part of 

signal and speediness of mobile internet maintain at the major phase but they are 

progressively rising and position to make sure all placed get coverage while using 

mobile internet. Services mobile data internet has been getting many bad responses in 

terms of service quality, price, sales promotion, coverage and after-sales services. This 

is because maybe some Telco still lacks coverage due to many aspects and causes. 

Hence it is vital to classify factor of consumer fulfillment and the reaction on the usage 

and implementation of services mobile data internet to build an idyllic plan to growth 

customer satisfaction level.  

 

 

1.5 Research Question 

 

From the problem statement mentioned before, the following questions are 

constructed: 

1. What are the factors that influence the customer to purchase on mobile internet 

service?  

2. What the relationship between factors that influences customer satisfaction in 

purchase intention on mobile internet services? 

3. What are the most significant factors that influence customer purchase intention on 

mobile internet services? 

 

 

 

 



5 
 

1.6 Research Objective 

 

The objectives of this study include: 

1. To investigate the factors that influence the customer to purchase on mobile internet 

services. 

2. To determine the relationship between factors that influences customer satisfaction 

in purchase intention on mobile internet services. 

3. To identify the most significant factors that influence customer purchase intention 

on mobile internet services. 

 

 

1.7 Scope and Limitation 

 

1.7.1 Scope 

This study will emphasis on area Melaka which is a researcher who wants to 

know a level of customer satisfaction towards mobile internet. Next, the researcher 

also wants to know the significant causes that can affect the level of customer 

satisfaction towards mobile internet services. To know a result, the questionnaire will 

be given to the public and maybe taking some time to respondent answer the question.  

 

1.7.2 Limitation 

The researcher faces some constraints in terms of data obtained from 

respondents. This is due to, the researcher does not know whether the respondents are 

being honest in answering the questionnaire given. Next researcher also has limitation 

in terms of finance and time.  
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1.8 Significant of Studies 

 

Customer satisfaction is usually presence categorized as the key provider to the 

making of prosperity in a firm and organization. Henceforth, the telecommunication 

commerce in Malaysia such as Maxis, Celcom, U Mobile, Digi, Red One and TM has 

to be tactically placed to offer surpassing services quality to get the maximum level of 

customer satisfaction. That telecommunication industry desires to explore the main 

factors of customer satisfaction towards their mobile internet service in order to have 

extra good plans in encouraging their service.  

 

 

1.9 Contribution of Studies 

 

 From this research, it may assist the telecommunication firm to know what the 

greatest significant factors are that influences buyer purchase intention on mobile 

internet services. Besides that, researchers want to know the connection among factors 

that influences customer satisfaction in purchase intention on mobile internet services. 

It is important because they may help and guide the telecommunication company to 

do market research and development about their mobile internet services.  

 

 

1.10 Summary 

 

As a summary of this part, the background of the study and the problem 

statement has been discussed which is related to the topic of the research. A clear 

explanation of the factors that influences customer satisfaction in purchase intention 

on mobile internet services has been stated in this chapter. Next, research questions 

and research objectives also been discuss in this chapter. The possibility and restraint 

of the study that explain the limitations of research also stated above. Lastly, the 

significance and contribution of the study have been point out in this part. 
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CHAPTER 2 

 

 

LITERATURE REVIEW 

 

 

2.1 Introduction 

 

The previous chapter discussed the background of the study and this chapter 

provides more background information about determinants of customer satisfaction 

towards mobile internet. The literature review provides more understanding of this 

topic by stating the other sources relevant to particular issues. For example, researchers 

do provides a description, summary of the area of research by using other sources such 

as articles, internet sources, and many others in order to strengthen this research 

outcome. 

 

 

2.2 Customer Satisfaction 

 

Fulfillment is comprehended to positively affect reliability, despite the fact that 

this effect is liable to various factors and impacts, for example, the sort and setup of 

the business under examination (Ana Rita et al., 2017). Consumer loyalty prompts 

faithful clients who decidedly help business development and productivity 

(Mohammed and Muneer, 2017). They are imperative to an industry to acquire 

significant phases of consumer loyalty in light of the fact that satisfied clients are more 

often than not to be additional dependable, arrangement repeating utilization conduct 
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and open to utilize a more extensive scope of administrations offered by a similar 

business. Fulfillment is generally aligned with the buyer response to a retailer's present 

and the uniqueness between an item's authentic and unsurprising act (Ana Rita et al., 

2017). 

Satisfaction is normally related with the customer answer to a retailer's 

proposing and the change between an items' real and likely presentation (Yoo and Park, 

2016). Additional exactly, administration fulfillment is an outcome originating from a 

specific administration experience (Tsitskari et al., 2014). Consumer loyalty, quality, 

and steadfastness are key issues that influence by and large associations' productivity. 

The significance of learning, assessing and realizing marketing strategies that 

emphasis on produce and upsurge customer satisfaction and faithfulness many 

companies had realized in the perspective on the money related valuable towards the 

firm. Customer satisfaction acting a projecting part in modest surroundings of 

telecommunication because of its influence on recollecting current customers and 

announcing new customers. 

 

 

2.2.1 Customer Satisfaction and Expectation 

 

Customer satisfaction reveals a prospects and understandings that the 

consumer takes with a product or service. Buyer hopes reflect together previous and 

in progress creation appraisal and consumer understandings. Buyer prospects improve 

from buyers' previous intake involvement through a business's products or services as 

fine as marketing alongside with word-of-mouth info (Johnson et al., 2001). 

Expectations can be definite as “estimates thru consumers on what possibly will 

happen during a looming deal” (Parasuraman et al., 1988). Tyron (1994) disputed 

expectations as “hope of upcoming significances constructed on past involvement, 

existing surroundings, or extra sources of facts. 

Satisfaction is narrowly linked to buyers' expectations wherever the slighter 

the break among customer’s prospect and concrete act of their services and the better 

the customer's satisfaction. However, in opposition, consumers be able to shows their 

moods over their behavior if don’t dissatisfied. These undesirable behavior reactions 
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might effect on a business's cost. In addition, buyers be able to shows harmful 

approaches to persons they recognize, and due to expansions in digital communication, 

which can all around likely influence a business' notoriety in a positive, or, all the more 

worryingly, a negative way and verbal exchange can spread quickly (Babin and Harris, 

2012). 

 

 

2.2.2 Consequences of Customer Satisfaction and Dissatisfaction 

 

According to Chow & Zhang (2008) recognising satisfied and dissatisfied 

consumers has be present a significant investigation subject amongst academics since 

numerous course containing engineering, management, marketing, and hospitality. 

The idea has be present widely observed by marketing and consumer behaviour 

academics of guest satisfaction and dissatisfaction. These impact on rehash buys and 

informal proposals post-buy as a result of practices are recognized as critical to the 

organizations. As indicated by Fazlzadeh, Khoshmaram and Feyzipour (2011) they 

contemplated and furthermore test the association between corporate picture, 

faithfulness, administration quality, fulfillment, and dedication and the outcomes show 

they have interfacing with one another. 

According to Berezina, & K., Bilgihan, (2016), satisfaction emphasises good 

outlooks on the road to the product and carry to a better possibility that the similar 

product will be bought once more. Besides that, unhappiness may lead to bad product 

outlooks and fail the prospect of purchasing the similar product again. Estimating 

administration quality is one of the significant strategies to reaction the enquiries of 

consumer loyalty and conceivable forthcoming practices (Bharwani and Jauhari, 

2013). Seen administration quality is a piece of a more extensive idea of consumer 

loyalty and conduct goals consolidating client faithfulness and informal 

correspondences. In conclusion, consumer loyalty is significant on the grounds that it 

can impacts purchasers to buy once more. 
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2.3 Factors that influence Customer Satisfaction towards Mobile Internet 

 

2.3.1  Services Quality 

 

Satisfaction is an instantaneous reaction to ingesting, although service quality 

contains buyers' declarations regarding the dissimilarity amongst the predictable 

service and the supposed service (Culiberg 2010). Service quality is a dynamic 

component intended for amenities business (Yusoff et al., 2010). A business with a 

great service quality determination see the buyer wants whilst remaining cautiously 

modest and upgraded service quality may growth economic effectiveness. Fulfillment 

prompt reaction to utilization, while administration quality is translated as the general 

impression of a client's judgment concerning administration gave (Culiberg, 2010). 

Service quality is influenced by expected service and perceived service. Next, 

improving service quality depends on the telecommunication ability to consistently 

meet the needs as well as the desires of the customer (Hussain, R., & Al Nasser, A. 

2015). Telecommunication can lead to customer satisfaction which is can advantage 

as well as accomplishing a competitive benefit by doing their best to produce and 

preserve service quality. 

Service quality acting an imperative part in customer satisfaction because it is 

the customers who are the patrons of the products or services. Client devotion, then 

again is a blend of the client's probability to buy again from the comparable supplier 

in the yet to come in view of good administration quality and satisfy the client needs 

and needs (Kamaruddin et al., 2017). In these days focused versatile network access 

condition, had been distinguished as a noteworthy job in survival and achievement the 

nature of administration in gets consumer loyalty. Clemes et al., (2008) suggested that 

agreed service quality is a formula of buyer approach, hinge on the purpose of the 

incongruity among service performance and expectancy and also linked to an 

engrossed appraisal that mirrors the buyer judgement regarding the part of service. 
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2.3.2 Price 

 

According to Kotler and Keller (2012) and Kusdiyah (2012), defined price as 

somewhat that be able to be dignified which contains of some displays such as the 

reasonable price, the reasonable price, promotional price, opponent price and price 

suitability. According to Syed and Carolyn (2006), if the cost is extravagant, clients 

are relied upon to take up high caliber, or it can understand nearness frayed off. Also, 

if the cost is low, clients may inquiry the bent of the media transmission to give item 

and administration quality. In contrast, price let flexible price change and also 

determinants by buyer petition, business source and the modest surroundings. Cost is 

an essential benchmarks of consumer loyalty as customers typically acknowledge 

worth is an outside pointer of value. 

The past examinations suggested that evident value development value balance 

and value equity development consumer loyalty (Heussler, T., Frank, H., and Meyer, 

F., 2009). Pricing isn’t permanently about a continual growth. Marketing be able to go 

in the complete opposite way and reduction values. Next, lower prices be able to appeal 

in new scenarios, resounding them to dispensation opponents. When establishing 

prices, an interior allusion price is definite as a price or price scale in customers' 

memorial that assists as a basis for adjudging or matching real prices (Grewal et al., 

1998). As the economic cost is the price and in creation buyer choice, financial 

characteristic plays a very vigorous role, a realistic price will be a significant presenter 

for customer satisfaction. Price is an important element in consumers' purchases on 

consumers' judgments regarding service therefore it has a large influence factors 

(Herrmann et al., 2007). 

 

 

 

 

 

 


