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ABSTRACT

The purpose of this research conduct is to analyse the relationship between 

pricing, core service failure, attraction by competitors, switching cost and 

technological change towards customer’s intention to switch their mobile service 

provider. The objective of this research is to identify factor that make student of Uitm 

Terengganu, Campus Kuala Terengganu wants to switch their mobile service 

provider. The researcher have distributed about 320 questionnaire to students of Uitm 

Terengganu, Campus Kuala Terengganu in order to collect the required data to be 

analyse in the research.

The research the finding showed that from all the variables that have been 

tested; technological changes is the most prominent factor that contribute to customer 

intention to switch because feedback from the questionnaire shows that there are lot 

of student switch or have the intention to switch because they want the latest 

technologies.



ACKNOWLEDGEMENT

Foremost,

In the name of ALLAH, The Beneficent, The Merciful, Praise be to ALLAH, 

Lord of the World, The Beneficent, The Merciful, Owner of the Day of Judgment; Thee 

(alone) we worship; Thee (alone) we ask for help, Show us the straight path, The path of 

those Thou hast favored: not (the path) of those who earn thine anger nor of those who go 

astray.

We would like to express our gratitude and appreciation to the following people 

for making this study possible and hereby we dedicate this to them we consider it a 

pleasure and privilege to pay regards and thanks to Prof. Madya Dr. Baharom Abdul 

Rahman, our research advisor, Miss Sabiroh Bind Md. Sabri and Prof. Ismail Hassan, our 

beloved research lecturer for their kind guidance and encouragement in the whole process 

of writing this research project paper. We really appreciate their patience; tolerance and 

their assistance in making this project a reality;

We thank all the lecturers that have given us chance to distribute questionnaires 

during class session and also we are really appreciate the cooperation that we get from 

UiTM Kuala Terengganu Librarian staff which gives much support in this program and 

we honestly appreciate their supports, co-operation and teachings. Lastly word of thanks 

is also extended to all our friends in the Bachelor of Office System who have helped us in 

many ways, for all their support, tutoring and encouragement throughout the whole 

program.

May the Mighty Grace and Blessings of ALLAH be upon all of you.



TABLE OF CONTENTS

Page

CHAPTER 1
INTRODUCTION 1
Background of the Study 1

Statement of the Problem 3
Research Objectives 4
Research Questions 5
Significance of the Study 5
Limitations of the Study 6
Definition of Terms 7

CHAPTER 2
LITERATURE REVIEW 10

Definition 14
Sub-Topics

Pricing 14
Core Service Failure 14

Attraction by Competitor 15
Switching Cost 15
Technological Changes 16

Conceptual Framework 17
Hypothesis 18

CHAPTER 3
METHODOLOGY 19

Research Design 19
Sampling Frame 20
Population 20
Sampling Technique 20
Sample Size 21
Unit of Analysis 22
Instrument 22
Data Collection Procedures 23
Validity of Instrument 23
Plan of Data Analysis 24



CHAPTER 4
FINDINGS 27

Profile of Respondents 3 0
Frequency Analysis 31
Reliability Analysis 39
Anova 51
Hypothesis Testing 55

CHAPTER 5
CONCLUSION AND RECOMMENDATIONS 58

Discussion 58
Recommendation 60
Conclusion 62

REFERENCES 63

APPENDICES
A Questionnaire 67
B Follow-up Letter 72
C Data Analysis 78

LIST OF TABLES i

LIST OF FIGURES ii


