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ABSTRACT

Nowadays, into the new era of convergence bet ween the wreless network
broadband Internet and the data sector, it had boosted the rapid growth of
telecommuni cations industry. Infor mation and communication technology (I.CT)
becone an i nportant criteria in fast changing telecommunication world as it had
significant contribution in several areas for the purpose to enhance the serwvices.
Custonmer satisfaction is comnonly being classified as the main contributor in the
creation of wealthinafirm Thereforethetargetedfor thisresearchtoidentifythe factor
influence custoner satisfaction towards broadband services. This research also to
measure the relationship bet ween customer satisfaction bet ween broadband services.
This study had been mainly adopted from SERVQUAL nodel. Thus, tangible,
reliability, responsiveness, assurance, e npathy andincome were focused factorsinthis
research Thisresearch useda quantitative nmethod and wil distributed a questionnaireto
respondent because to identify their satisfaction about broadband services. This
questionnaire wil distributedto all user broadband and experience user broadband in
peninsular Malaysia The anal ysis was conducted usingthe Satistical Package for Social
Science (SPSS) wth atotal 384 respondent. The close ended questions questionnaire
distribuedtothe respondent. Data wll anal yze using pearson correlation and nultipe

regression anal ysis.

Keyword Boadband service, Custoner Satisfaction SERVQUAL model,
Peninsular Mlaysia



ABSTRAK

Pada masa sekarang, era baru penunpuan antararangkaiantanpa wayar, Internet
jdur lebar dan sektor data ia telah neningkatkan pertumbuhan pesat industri
telekormuni kasi. Teknologi nmaklumat dan korunikasi (I. CT) menjadi kriteria penting
dalam dunia telekonmunikasi yang pantas berubah kerana ia me mpunyai sumbangan
besar dalam beberapa bidang untuk tuuan meningkatkan perkhidmatan Kepuasan
pel anggan biasanya di kelaskan sebagai penyunbang utana dalampenci ptaan kekayaan
dalam firna. Qeh itu sasaran untuk kajian ini untuk mengenal pasti faktor
me npengaruhi kepuasan pelanggan terhadap perkhi dmatan jalur lebar. Kajianini juga
untuk nengukur hubungan antara kepuasan pelanggan antara perkhi dnatan jal ur lebar.
Kajian ini telah digunakan teruanmanya dari model SERVQUAL deh ity Kketara,
kebol ehpercayaan, responsif, jamnan e npati dan pendapatan adal ah fakt or fokus dalam
kajian ini. Kajian ini menggunakan kaedah kuartitatif dan akan nengagihkan soal
selidk kepada responden kerana nengenal pasti kepuasan nereka mengenai
perkhidnatan jalur lebar. Soal selidk ini akan diedarkan kepada semua broadband
pengguna dan jalur lebar pengguna pengalaman di semenanjung Mlaysia Analisis
dilakukan nenggunakan Pakej Satistik untuk Sains Sosial (SPSS) dengan seramai 384
orang responden. Soal selid k soalan berakhir yang diagi hkan kepada responden. Data

akan danalisis nenggunakan korelasi pearson dan analisis regresi berganda.

Kata kunci: Perkhidnatan Jal ur lebar, Kepuasan Pelanggan, nodel SERVQUAL,
Se menanjung Ml aysia
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CHAPTER 1

I NTRODUCTI ON

11 Background of Sudy

Nowadays, into the new era of convergence bet ween the wreless network
broadband Internet and the data sector, it had boosted the rapid growh of
telecommunications industry. Infor mation and communication technology (I.CT)
becone an i nportant criteria in fast changing telecommunication world as it had
significant contributioninseveral areas for t he purposetoenhancethe services. Found a
positive economc i npact fromfixed broadband Accordingto Mchael Mnges (2015),
state that a fixed broadband has a bigger i npact on the econony compared to ot her
I CT. Through 1 CT, the utilization of the resources can be nanaged effectively and
efficdently. Broadband can be considered as a key indicator to become conpetitive
advantage in changing economny environnent and consistently economc growh and

sustai nabl e



Inpeninsular Milaysia the usage of i nternet and multi nedia by corporate, public
sectors, and governnent isincreased rapidy. The infor mationtechnol ogy is one of the
key deter mnants in obtain global conpetitiveness. The increased use of data
communi cationandrapid expansi on of i nfor nation technol ogies by residential users and
busi ness encourages t he growt h of i nternet-based ont he services and generates a greater
demand for an availability of high-speed internet service access. Developed and
devel oping countries have prioritized the developnent of broadband or high-speed
internet infrastructure as their countries devel opment direction According to Gunter
Knieps and Patrick Zenhausern (2015), to build additional and upgrading the
comrmuni cation net wor ks i n urban areas. Ne wtechnol ogy shoul d be promotedto urban

areatoincrease the communication net wor ks such as broadband

Ingeneral, thisresearch istoidentifythe study of custoner satisfactiontowards
broadband services. Previously, i nternet users needtofixedtoa specificarea when using
the net work and spend lats of ti ne in downl oading large files or contents before the
irtroduction of hi gh speed broadband The devel opnent of the broadband facilitates t he
users to use the net work everywhere and any ti nes. The high-speed broadband can
trans mt five or nore times faster thanthe speed of a previous dial-up mode m without

disrupting tel ephone use.

Havi ng conti nuousl y available of i nternet access isi nportart for business e nail
use, andit is usefu insending or receiving i nportant business data files, phat ographs,
vi deos, or graphics for business purpose such as pronotion or advertise ment. Broadband
allows wder internet accessible coverage than a routine fixed line nodem Wththe
devel oprrent of broadband, net work user especially business users and wor ki ng people
can have nmuch easier and faster access to websites. This consequently enables better
quality of ot her usage of the features that internet can offer, better commnunication and

better patertia for video conferenci ng
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Hgure L1 Source 2015 - Depart nent of Satistics Mlaysia Gfical Portal

12 Proble mState nents

The major suppliers of broadband services in peninsular Malaysia have many
conpanies. Currently, the custoners of broadband services in peninsuar Malaysia are
rapidy changing under the fast developrent ininfor mation technol ogy environnent.
Fe wbroadband services conpetitarsinpeninsular Mal aysia had begunt o provi de fastest
services to make a custoner satisfied wth their services. Athough in their area of
coverage and speed of broadband are still at the pri nmary stage but they are gradually
growng and posting threat to broadband services in peninsular Milaysia B oadband
services in peninsular IMalaysia have been receiving many negative feedbacks inter ns
of quality, price, speeds, and connectivty. Accordingto Sanjib Ti wari et al (2015), state
that broadband technol ogies have li mted capacity and coverage in rural and renote

comnunities and satellite technol ogies are expensive and prowvi de li mited data rates.



There are still lack of broadband penetrationrates inthe peninsuar Mlaysia due
to many factors and reasons. Therefore, it is inportant to iderntify deter mnant of
cust oner satisfaction andthe response onthe usage and adopti on of broadband serwvices
peninsular Milaysia in order to construct an ideal strategic to increase custoner
satisfactionlevel. Poor line quality and customner service were the key concerns about
landline provi ders. “Qur LTE 4 Gservices coverage currertly exceeds 77 per cent of the
household population in urban and rural areas and together wth our partner,
conpli nentingit wth 90 per cent 3Gservices coverage. “To enablethe conveni ence of
mobility, the conpany also enhanced its coverage and service quality with over 12, 000
hatspats nationw de to-date,” Telekom NMalaysia Bhd. saidina statenent News Strait
Ti me (2018).

Accordingto Ed Grabisnowski (2018), statethat broadband i nternet connection
problens and atechnical proble mwth net work connectionis afewthingsinlifesuch as
an “Address Not Found’, “Ti ned-out connections”, and “Internet Explorer cannot
displaythe Wb page”. Telekom Malaysia Bhd(TN has reiterated its commit nent to
address issues faced by broadband and its customersina nore conprehensive nanner.
Technical issues, i ncl uding sl owconnectionspeed and quality of service, werethe main
reasons givenfor dissatisfaction wth broadband servicesin peninsular Melaysia Wile
Lennard et al. (2016), state that the broadband service is just focused in urban areas.

There is alittle research about the broadband services in Ml aysia



13 Research Questions

Research questions arethe core of the research The questions wll determ nes research
met hodol ogy so that to get so uionthat based on the questions that arisen There are

several specific questions arisen for this research

I. What is the significant factor influences customer satisfaction towards
br oadband servi ces?

ii. What is the relationship bet ween custoners satisfaction wth broadband
serwvices?

iii. What isthe factor most significant that i nfl uencing cust oner satisfacti on?

14  Research (ojectives

The research objectives are sumnarization of what to be achieved by the
research The research objectives also are a gui deline neededin order toinvestigate and
measure variables contained inthe research There are an objective was highlightedin

this research
The specific objectives of this study i ncl ude:

(1) To deter mne factors influences custoner satisfaction towards broadband
Ser Vi ces.

(i)  To neasure the relaionship between customer satisfaction between
br oadband ser v ces.

(i)  Toidentify which factor most significant that influencing custoner
satisfaction



15 Scope of Sudy

The researcher suggested this study were focused inthe customer satisfaction
towards broadband service in peninsular Mlaysia So that, the respondent of the
researcher classifytothose custoner who livesinpeninsular Miaysia Thisstudy will

expl ore nore about customer satisfacti ontowards broadband servi ces.
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FHgure 12 The location of Peninsular Mlaysia

16 L mtation of study

Researcher are facingfew constrai nts andt he li mitations during dothisresearch

The najor li mtationis:

C@' Universiti Teknikal Malaysia Melaka



a) Place

This study wil be performedinpeninsular Miaysia whichall theinfor nationto collect
infor mation about broadband ser i ces.

b) Tine

This study wll be perforned in peninsular Malaysia Therefore, there wll be

challenging of study based on custoner satisfaction towards broadband servi ce.
c) Infor nation

The li mitation of resources such as difficut tofinds the journal, article and case study
about the related issues of custoner satisfaction toward any services. Only fromt hese

resources we can get infor mation and ideas in conpletingthis prgect.

17  Sgnficant of study

The significant of this study is to enlarge a theoretical and the prowvided
infor mation about how the broadband services can affect customer satisfaction This
study also defined the relaionship between the customer satisfactions towards
broadband services quality. Customer satisfactionis commnonly being classified as t he
main contributor inthe creation of wealthin a firm Hence, the broadband services
industryin peninsular Malaysia needto be nore strategically positionedto prowvide out
perfor mng services qualitytoobtainhighest level of custoner satisfaction They needto
investigate the key deter mnants of customner satisfaction towards their broadband
service in order to have nore conpetitive strategies in pronoting their service. The
broadband services arethen abletostrategically focus on service quality objectives and
procedures to fit the peninsular Mlaysian market according to the result of

I nvesti gati on



