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ABSTRACT 

 

 

 

No wadays,  i nt o t he new era of  convergence bet ween t he wi rel ess  net wor k, 

br oadband I nt ernet  and t he dat a sect or,  it had boost ed t he rapid gr owt h of 

telecommuni cati ons  i ndustry.  Infor mati on and co mmuni cati on t echnol ogy (l. C. T) 

beco me  an i mport ant  criteria i n fast  changi ng t el ecommuni cati on world as  it  had 

si gnificant  contri buti on i n several  areas  f or  the pur pose t o enhance t he servi ces.  

Cust omer  satisfacti on i s co mmonl y bei ng cl assified as  t he mai n contribut or  i n t he 

creati on of  wealt h i n a firm.  Therefore t he t arget ed f or  t his  research t o i dentify t he fact or 

infl uence cust omer  satisfacti on t owar ds  br oadband servi ces.  This  research al so t o 

measure t he rel ati onshi p bet ween cust omer  satisfacti on bet ween br oadband servi ces. 

Thi s  st udy had been mai nl y adopt ed from SERVQUAL model.  Thus,  t angi bl e, 

reliability,  responsi veness,  assurance,  e mpat hy and i ncome  were f ocused fact ors  i n t hi s 

research.  This  research used a quantitati ve met hod and will  distri buted a questi onnaire t o 

respondent  because t o i dentify t heir  satisfaction about  br oadband servi ces.  Thi s 

questi onnaire will  di stribut ed t o all  user  br oadband and experience user br oadband i n 

peni nsul ar  Mal aysi a.  The anal ysis was  conduct ed usi ng t he St atistical  Package f or  Soci al 

Sci ence ( SPSS)  wit h a t ot al  384 respondent.  The cl ose ended questi ons questi onnaire 

di stri but ed t o t he respondent.  Dat a will  anal yze usi ng pearson correlati on and multi pl e 

regressi on anal ysis.  

Key wor d:  Br oadband servi ce,  Cust omer  Satisfacti on,  SERVQUAL model, 

Peni nsular Mal aysi a. 
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ABSTRAK 

 

 

Pada masa sekarang,  era baru penu mpuan ant ara rangkai an t anpa wayar,  Internet 

jal ur  l ebar  dan sekt or dat a,  i a t el ah meni ngkat kan pert umbuhan pesat  i ndustri 

telekomuni kasi.  Teknol ogi  makl umat  dan ko munikasi  (l. C. T)  menj adi  kriteria penti ng 

dal a m duni a t el ekomunikasi  yang pant as  berubah kerana i a me mpunyai  su mbangan 

besar  dal a m beberapa bi dang unt uk t uj uan meni ngkat kan perkhi dmatan.  Kepuasan 

pel anggan bi asanya di kelaskan sebagai  penyu mbang ut a ma dal a m penci ptaan kekayaan 

dal a m fir ma.  Ol eh itu sasaran unt uk kajian i ni  unt uk mengenal pasti  fakt or 

me mpengaruhi  kepuasan pel anggan t erhadap perkhi dmat an j al ur  l ebar.  Kajian i ni  j uga 

unt uk mengukur  hubungan ant ara kepuasan pel anggan ant ara perkhi dmatan j al ur  l ebar. 

Kaji an i ni  t elah di gunakan t erut a manya dari  model  SERVQUAL.  Ol eh it u,  ket ara, 

kebol ehpercayaan,  responsif,  j a mi nan,  e mpati  dan pendapat an adal ah fakt or  f okus  dal a m 

kajian i ni.  Kajian i ni  menggunakan kaedah kuantitatif  dan akan mengagi hkan soal 

seli di k kepada responden kerana mengenal pasti  kepuasan mereka mengenai 

perkhi dmat an j al ur  l ebar.  Soal  seli di k i ni  akan di edarkan kepada se mua br oadband 

pengguna dan j al ur  l ebar  pengguna pengal a man di  se menanj ung Mal aysi a.  Analisis 

dilakukan menggunakan Pakej  St atisti k unt uk Sains  Sosi al  ( SPSS)  dengan sera mai  384 

orang responden.  Soal  seli di k soal an berakhir  yang di agi hkan kepada responden.  Dat a 

akan di analisis menggunakan korel asi pearson dan analisis regresi berganda.  

Kat a kunci:  Perkhi dmat an Jal ur  l ebar,  Kepuasan Pel anggan,  model  SERVQUAL,  

Se menanj ung Mal aysi a 
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CHAPTER 1 

 

 

I NTRODUCTI ON 

 

 

1. 1 Background of St udy 

 

No wadays,  i nt o t he new era of  convergence bet ween t he wi rel ess  net wor k, 

br oadband I nt ernet  and t he dat a sect or,  it had boost ed t he rapid gr owt h of 

telecommuni cati ons  i ndustry.  Infor mati on and co mmuni cati on t echnol ogy (l. C. T) 

beco me  an i mport ant  criteria i n fast  changi ng t el ecommuni cati on world as  it  had 

si gnificant  contri buti on in several  areas  f or  t he purpose t o enhance t he services.  Found a 

positi ve econo mi c i mpact  from fi xed br oadband.  Accor di ng t o Mi chael  Minges  ( 2015), 

state t hat  a fi xed br oadband has  a bi gger  i mpact  on t he econo my co mpared t o ot her 

I CT. Thr ough I CT,  t he utilization of  t he resources  can be managed effecti vel y and 

efficientl y.  Br oadband can be consi dered as  a  key i ndi cat or  t o become co mpetiti ve 

advant age i n changi ng econo my environment  and consistentl y econo mi c gr owt h and 

sustai nabl e.  
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In peni nsular  Mal aysi a,  the usage of  i nt ernet  and multi medi a by cor porat e, publi c 

sect ors,  and government  i s  i ncreased rapi dl y.  The i nfor mati on t echnol ogy i s  one  of  t he 

key det er mi nants  i n obt ai n gl obal  co mpetitiveness.  The i ncreased use of  dat a 

communi cati on and rapid expansi on of  i nfor mation t echnol ogi es  by resi dential  users  and 

busi ness  encourages  t he gr owt h of  i nt ernet-based on t he servi ces  and generat es  a great er 

de mand f or  an availability of  hi gh-speed i nt ernet  servi ce access.  Devel oped and 

devel opi ng countries  have pri oritized t he develop ment  of  br oadband or  hi gh-speed 

internet  i nfrastruct ure as t heir  countries  devel opment  directi on.  Accor ding t o Gunt er 

Kni eps  and Patrick Zenhausern ( 2015),  t o buil d additi onal  and upgradi ng t he 

communi cati on net wor ks i n ur ban areas.  Ne w t echnol ogy shoul d be pr omot ed t o ur ban 

area to i ncrease the communi cati on net wor ks such as broadband.  

 

In general,  t his  research is t o i dentify t he st udy of  cust omer  satisfacti on t owar ds 

br oadband servi ces.  Previousl y,  i nt ernet  users  need t o fi xed t o a specific area when usi ng 

the net wor k and spend l ot s  of  ti me i n downl oading l arge  files  or  cont ents bef ore t he 

introducti on of  hi gh speed br oadband.  The devel op ment  of  t he br oadband facilitates  t he 

users  t o use t he net work everywhere and any t i mes.  The hi gh-speed broadband can 

trans mit  fi ve or  more times  faster  t han t he speed of  a  previ ous  di al-up mode m wit hout 

di srupti ng telephone use.  

 

Havi ng conti nuousl y availabl e of  i nt ernet  access  is  i mport ant  for  busi ness  e mail 

use,  and it  i s  useful  i n sendi ng or  recei vi ng i mportant  busi ness  dat a files,  phot ographs, 

vi deos,  or  graphi cs  f or  busi ness  pur pose such as  pr omoti on or  advertise ment.  Br oadband 

all ows  wi der  i nt ernet  accessi bl e coverage t han a r outi ne fi xed li ne mode m.  Wi t h t he 

devel opment  of  br oadband,  net wor k user  especi ally busi ness  users  and wor ki ng peopl e 

can have much easi er  and fast er  access  t o websites.  This  consequentl y enabl es  better 

qualit y of  ot her  usage of t he feat ures  t hat  i nt ernet can offer,  better  co mmuni cati on,  and 

better pot ential for vi deo conferenci ng.  
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Fi gure 1. 1:  Source 2015 - Depart ment of St atistics Mal aysi a Official Portal 

 

 

 

1. 2 Probl e m St ate ments 

 

The maj or  suppliers of  br oadband servi ces  i n peni nsular  Mal aysi a have many 

compani es.  Currentl y,  t he cust omers  of  br oadband servi ces  i n peni nsul ar  Mal aysi a are 

rapi dl y changi ng under  the fast  devel opment  i n i nfor mati on t echnol ogy environment. 

Fe w br oadband servi ces  competit ors  i n peni nsular Mal aysi a had begun t o provi de fastest 

servi ces  t o make a  custo mer  satisfied wit h t heir  servi ces.  Alt hough i n their  area of 

coverage and speed of  broadband are still  at  t he pri mar y st age but  t hey are graduall y 

gr owi ng and posti ng t hreat  t o br oadband servi ces  i n peni nsular  Mal aysia.  Br oadband 

servi ces  i n peni nsul ar  Mal aysi a have been recei ving many negati ve feedbacks  i n t er ms 

of  qualit y,  price,  speeds,  and connecti vit y.  Accor ding t o Sanji b Ti wari  et  al  ( 2015),  st at e 

that  br oadband t echnol ogi es  have li mit ed capacity and coverage i n r ural  and re mot e 

communities and sat ellite technol ogi es are expensive and provi de li mit ed data rates.  
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There are still  l ack of  br oadband penetration rat es  in t he peni nsul ar  Mal aysia due 

to many fact ors  and reasons.  Therefore,  it  i s  i mportant  t o i dentify det er mi nant  of 

cust omer  satisfacti on and t he response on t he usage and adopti on of  br oadband ser vi ces 

peni nsular  Mal aysi a i n or der  t o construct  an i deal  strategi c t o i ncrease cust omer 

satisfacti on l evel.   Poor  line qualit y and cust omer  servi ce were t he key concerns  about 

landli ne pr ovi ders.  “ Our  LTE 4 G servi ces  coverage currentl y exceeds  77 per  cent  of  t he 

househol d popul ati on in ur ban and r ural  areas  and t oget her  wit h our  part ner, 

compli menti ng it  wit h 90 per  cent  3G servi ces  coverage.  “To enabl e t he conveni ence of 

mobilit y,  t he co mpany also enhanced its  coverage and servi ce qualit y wit h over  12, 000 

hotspots  nati onwi de t o-dat e, ” Tel ekom Mal aysi a Bhd.  sai d i n a st ate ment  Ne ws  Strait 

Ti me (2018).  

 

Accor di ng t o Ed Gr abisnowski  ( 2018),  st ate t hat br oadband i nt ernet  connecti on 

pr obl e ms  and a  t echni cal pr obl e m wit h net wor k connecti on i s  a  fe w t hi ngs i n life such as 

an “ Address  Not  Found’,  “Ti med- out  connections”,  and “I nt ernet  Expl orer  cannot 

di spl ay t he Web page”.  Tel ekom Mal aysi a Bhd(T M)  has  reiterated its  co mmi t ment  t o 

address  i ssues  faced by br oadband and its  cust omers  i n a more co mprehensi ve manner. 

Techni cal  issues,  i ncl uding sl ow connecti on speed and qualit y of  servi ce,  were t he mai n 

reasons  gi ven f or  di ssatisfacti on wit h br oadband servi ces  i n peni nsular  Mal aysi a.  Whil e 

Lennard et  al.  (2016),  stat e t hat  t he br oadband servi ce i s  j ust  focused i n ur ban areas. 

There is a little research about t he broadband services i n Mal aysi a. 
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1. 3 Research Questi ons 

 

Research questi ons  are the core of  t he research.  The questi ons  will  det ermi nes  research 

met hodol ogy so t hat  t o get  sol uti on t hat  based on t he questi ons  t hat  arisen.  There are 

several specific questi ons arisen for t his research.      

i. What  i s  t he si gnificant  f act or  i nfl uences  custo mer  satisfacti on t owards 

br oadband servi ces? 

ii. What  i s  t he rel ati onship bet ween cust omers  satisfacti on wit h br oadband 

servi ces? 

iii. What is the fact or most significant t hat infl uenci ng cust omer satisfacti on? 

 

 

1. 4 Research Objecti ves  

 

The research obj ecti ves are summarizati on of what  t o be achi eved by t he 

research.  The research obj ecti ves  also are a gui deli ne needed i n or der  t o investi gat e and 

measure variabl es  cont ained i n t he research.  There are an obj ecti ve was  hi ghli ght ed i n 

this research: 

The specific obj ecti ves of this st udy i ncl ude:   

(i) To det er mi ne fact ors  i nfluences  cust omer  satisfacti on t owar ds  br oadband 

servi ces. 

(ii) To measure t he rel ationshi p bet ween cust omer  satisfacti on bet ween 

br oadband servi ces. 

(iii) To i dentify whi ch fact or most si gnificant that influenci ng cust omer 

satisfacti on 
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1. 5 Scope of St udy 

 

The researcher  suggest ed t his  st udy were f ocused i n t he cust omer  satisfacti on 

towar ds  br oadband service i n peni nsular  Mal aysi a.  So t hat,  t he respondent  of  t he 

researcher  cl assify t o t hose cust omer  who li ves  i n peni nsular  Mal aysi a.  This st udy will 

expl ore more about cust omer satisfacti on t owar ds br oadband servi ces. 

 

 

Fi gure 1. 2: The l ocati on of Peni nsular Mal aysi a. 

 

1. 6 Li mi tati on of study 

 

Researcher  are faci ng few constrai nts and t he li mitations  duri ng do t his  research. 

The maj or li mitation is: 
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a) Pl ace 

Thi s  st udy will  be performed i n peni nsul ar  Mal aysia whi ch all  t he i nfor mation t o coll ect 

infor mati on about broadband servi ces.  

b) Ti me 

Thi s  st udy will  be perfor med i n peni nsular  Mal aysi a.  Therefore,  there will  be 

challengi ng of st udy based on cust omer satisfacti on t owar ds broadband servi ce.  

c) Infor mati on 

The li mit ation of  resources  such as  difficult  t o finds  t he j ournal,  article and case st udy 

about  t he rel ated i ssues  of  cust omer  satisfacti on towar d any servi ces.  Only from t hese 

resources we can get i nfor mati on and i deas i n compl eti ng t his proj ect.  

 

 

1. 7 Si gnificant of study 

 

The si gnificant  of  t his st udy i s  t o enl arge a t heoretical  and t he provi ded 

infor mati on about  how the br oadband servi ces  can affect  cust omer  satisfacti on.  Thi s 

st udy al so defi ned t he r el ati onshi p bet ween t he cust omer  satisfactions  t owar ds 

br oadband servi ces  quality.  Cust omer  satisfacti on i s  co mmonl y bei ng cl assified as  t he 

mai n contri but or  i n t he creati on of  wealt h i n a fir m.  Hence,  t he br oadband ser vi ces 

industry i n peni nsular  Mal aysi a need t o be more strategi call y positi oned to pr ovi de out 

perfor mi ng servi ces  quality t o obt ai n hi ghest  l evel  of  cust omer  satisfacti on.  They need t o 

investi gat e t he key deter mi nants  of  cust omer  satisfacti on t owar ds  t heir  br oadband 

servi ce i n or der  t o have mor e co mpetitive strategi es  i n pr omoti ng t heir ser vi ce.  The 

br oadband servi ces  are then abl e t o strategi call y focus  on servi ce qualit y obj ecti ves  and 

pr ocedures  t o fit  t he peni nsular  Mal aysi an mar ket  accordi ng t o t he result  of 

investi gati on.  


