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ABSTRACT

Telecommunication Industry in Malaysia has faced a challenging 
competition after Equal Access was implemented on January 1, 1999. 
Equal Access will open its competition to the Binariang, Celcom, DiGi 
Telekom, Mutiara Telekom and Telekom Malaysia. But, the high effect 
will be felt by TMB because before this TMB has been is monopolizing 
national and international call. By dialing customer has the right to 
choose other operator if they want to exclude Telekom.

The research will discover the effect of Equal Access to the TM 
residential customer and the number residential customers that are 
aware of Equal Access. It also delineates the factor of why residential 
customer is interested to choose other operator. At the same time, this 
paper will examine the level of customer satisfaction towards Telekom 
services.There are only 31 respondents who are aware of Equal Access 
and 20 % of them are interested to choose other operators such as 
Celcom and Binariang. And 30 % of the 69 respondents who are not 
aware of EA have the tendency to shift to other company after being 
informed of Equal Access. Although a few are aware of EA but 90 % of 
the 69 respondents said they want to know more what Equal Access is. 
Most of the customers are satisfied with the Telekom services although 
there are facing problems with their telephones. And only 8.5% are 
moderately satisfied with Telekom services.

After Equal Access was implemented, Telekom Malaysia Berhad have 
takes several actions in order to keep their customers loyal to them. 
Although the analysts predict Telekom Malaysia will lose 10 to 60 % of 
their profit but by doing several recommendation it will help them to 
keep their customers loyal to them. For the disloyal customer Telekom 
Malaysia will do a win back plan in order to win their customers back.
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