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ABSTRACT

Customer satisfaction is the measurement of what customers expect and what they
received. This study is conducted to discover the level of satisfaction amongst Fixed Line
customers towards Telekom services, the strengths and weaknesses of Telekom, and to
give recommendation to Telekom to improve its quality of services in order to match
with customer’s satisfaction. Questionnaire, interview, and quota sampling technique are
used in this study in order to get accurate information and data. For this study, 100 out of

the Telekom’s fixed line customers in Kuala Terengganu are selected as the respondents.

The recommendations given are to increase the customers’ satisfaction towards
Telekom service performance. This includes cooperation with Telekom staff to taking
care of the existing problems. Moreover, it is hoped that the basic findings revealed in
this study could provide Telekom a better understanding of their existing customers and

stimulate them to further explore the subject area.
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