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A Study of Customer Satisfaction Using SERVQUAL in the Context of Internet 

Service towards Telekom Malaysia 

Nur Bazilah Zahari 

Faculty of Business Management, University Teknologi MARA (UiTM)  

Cawangan Arau, Perlis 

 

 

ABSTRACT 

 

The purpose of this study was to determine whether tangible, reliability responsiveness, 

assurance and empathy that influence customer satisfaction using SERVQUAL in the 

context of internet service toward Telekom Malaysia The population used in this study 

were customers at TM Point Sungai Petani. Sampling technique used was simple random 

sampling with a total sample was 380 respondents. The data collection used was 

questionnaires method. Frequency distribution analysis, factor analysis, descriptive 

analysis, reliability analysis, Pearson’s correlation analysis and regression analysis was 

used as an analytical technique. Research results show that tangibles found to significant 

with customer satisfaction. While responsiveness, reliability, assurance and empathy found 

to be insignificant for this study. Therefore, the organization are expected to have a concern 

in improving reliability, responsiveness, assurance and empathy to satisfy the customer 

Keywords: customer satisfaction, SERVQUAL, internet service. 
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