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ABSTRACT

Short Message Services (SMS) has been in demand and important in the
telecommunication industry. The type of communication benefits many parties in
terms of simple and speedy delivery in addition to saving cost. Telekom Malaysia
has no exceptions in introducing this type of service to the public. In the last two

years, Fixed Line SMS was introduced to the interested parties.

This study aims at looking at the level of customer satisfactions of using Fixed
Line SMS and three service quality dimensions are chosen to measure the
satisfaction, namely service reliability, responsiveness and empathy.
Respondents are Fixed Line SMS customers residing in Johor Bharu areas and
they have responded to the questionnaires, which convey their perceptions and

grievances as well as suggestions on the service.

The result of the study shows that out of the three dimensions, empathy is the

main factor contributing to the satisfaction of the TELEKOM Fixed Line SMS. ltis

to the TELEKOM staff advantage to ensure that they keep on sustaining
ot He same koo

“empathy” in their service butL\improving service reliability and responsiveness, if

they were to keep their customers happy and loyal to TELEKOM. In addition to

an increase in promotion to inform the public about the existing of the service, the

pricing strategy should be revised to keep competition at bay.
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CHAPTER ONE: INTRODUCTION
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BACKGROUND OF STUDY

The aim of this study is to see the level of customer satisfaction towards
Fixed Line SMS referred by Telekom (M) Berhad in Johor Bahru areas.
This is important to understanding the customer has needs and wants in
order to win new business and keep the existing one. Any organizations
should provide their customers a quality product or a service that meets

their needs, at reasonable prices and deliver them on time.

Customer satisfaction is not an objective statistic but morq of feeling or
attitude. Because it is rather subjective and hard to measurq Customer
satisfaction can be described by Teboul' model, which shown in figure 3-1
the customer’s needs are represented by the circle and the square depicts
the product and services offered by the organization. Total satisfaction is
achieved when the offer matches the need or the circle is imposed in the
square. The goal is to cover the expected performance level better than
the competitors do. It is very important to listen to the “voice of the

customer” in order to meet the customer expectations.

! James Teboul, « Managing quality Dynamics™ ( prentice hall, Hemel Hampstead, 1991) page 37-38



