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Sir.
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Enclosed here is the internship thesis entitled: The dissatisfaction of Telekom Malaysia
Berhad Customers towards Billing Problem.
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ABSTRACT

Bills charges and customer service are the dominant measure by which
telecommunication companies differentiate themselves in the marketplace, as they
try 10 gain customer satisfaction, market share and increase profits. (Leonard L.
Beny. A Parasuraman: 1998) As a major thrust of Telekom in getting ready on
competitive market is (o improve its customer services; so they had available a
Meter Complaint Department in regards to analysts, investigate and handle the
customer problem. The billing problem, the focus of this study, will see how

overcharging bills 1owards the customer will affect the customer satisfaction.

Tclekom Malaysia Berhad needs to handle those complaints that they receive
regarding the bills problem. Is it customer satisfied the way the department handie
their problem? What customer expected to get when they were making a complaint?
Is 1t Customer sull loval when facing those inconveniences? Equal Access', which
gives users the choice of using any one of five fixed line operators in the country,
effectively breaks Telekom™s monopoly in the business. Customer no more loyal to
one's telephony since there got many choices in Equal Access. The billing problem
will affect the customer loyalty. The research has discovered the seriousness of the
billing problems faced by Telekom customers. It also determines the factors that
influences customer’s satisfaction/ dissatisfaction towards Telekom Billing System.
The study had distinguished that; Telekom Billing problems that faced by the

customer are independent towards customer satisfactions. This shows that billing

problem were not the only determinant in determining customer satisfactions.

- With the “Fgual Excess regime taking effect. customer of all five operator will have the opution of using
another operator when making long-distances calls and international calls from fixed lincs to fixed line.
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