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ABSTRACT

Since 1995, TMNet Sdn Bhd, in fulfilling the needs for Internet and Multimedia services
for Malaysians, has become the nation’s leading Internet Service Provider (ISP) and the
largest in South East Asia. As an independent business entity and wholly owned
subsidiary of Telekom Malaysia Berhad TMNet aim to be more dynamic, agile and
market-oriented company with the customers' needs paramount to all that they do.
All these urge TMNet to always implement the advance technology in anything concept
they want to introduce to their customers. This study was conducted to investigate the
adoption of e-services at TMNet and to investigate the awareness of e-services offered
by TMNet to makes their customers life more convenience. An interview to the staff at
TMNet had been done by the researcher to understand more on the adoption of e-
services at their company. From the interview that observation on TMNet websites,
researcher found that TMNet adopting a very high standard level of e-services. TMNet
e-services can full fill most of the operations that should be provided in e-services
system. They also have a quality that e-services websites should have. Although they are
not e-commerce websites but they can attract their customers to navigate their websites
thoroughly. After that, to evaluate the level of awareness of e-services and to evaluate
the level of satisfaction among TMNet customers, researcher distributes about 250
questionnaires to the public randomly to get an accurate data. After a collection of data
had completed, the analysis about the level of awareness and the level of customers’
satisfaction about e-services start. Based on the findings, researcher found that, 108
respondents from the 121 subscribers of internet account subscribe with TMNet. From
the 108 respondents, only 55 among them use e-services. Based from the findings,
researcher found that the level of awareness among TMNet customers still at the
moderate level. A result of the analysis also shows there growth of the customers’
acceptance is at the modest level. It can be concluded that, most of users that used

TMNet e-services satisfy with the service provided by the customers.
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CHAPTER 1

INTRODUCTION

1.1 Introduction

Service, if strategically managed, directed, and controlled, can be a major source of
revenue and profits. Service is not just a mechanism for keeping customers happy but
also can be a powerful strategy for penetrating new markets, controlling existing
markets, and generating substantial revenues and profits (Blumberg, 1991). The Internet
is currently used as a platform through which services are delivered to businesses and
their customers (Casati and Shan, 2001). Electronic services (e-services) have appeared
on the Internet in the form of E-business sites and portals sites (Amor, 1999). Many
companies nowadays are adopting Internet-based services for conducting business

transactions including TMNet.

TMNet is the computer network that has been developed by Telekom Malaysia in order
to facilitate in providing access to the nation. The adoption of e-services at TMNet
Company Sdn Bhd. has showed that the communications industry in Malaysia has been
undergoing tremendous change. The growth of Internet as the tools of communications
brings a lot of benefits to Malaysian people. TMNet has striving to enhance the quality
and longevity of their customer relationships by providing good services, both online
and offline. With the growing of Internet, they are increasingly turning their service to
the automation software. TMNet responded to changing customer demands from
traditional to the click and mortar revolution. These days, e-services become one of the
tools to attract more customers. It very important to most companies in Malaysia, to
enhance their business environment services from brick and mortar to the click and

mortar services.



