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The objective of this independent study was to understand the customer satisfaction on
service of the cable modem internet services provided by True Internet Company Limited. This
study was conducted by using surveys given to 338 customers who were customers of the
company. The obtained data were processed by the computerized software program and analyzed
by using descriptive statistics such as frequency, percentage, mean and standard deviation.

The result of this study was found that in general, the sampling customer’s satisfaction
was on services of the cable modem internet services provided by True Internet Company Limited
at moderate level. They were also satisfied at the extreme level with physical evidence factors
while product factors, place factors, promotion factors, people factors, and process factors
satisfied at the moderate level but only satisfied at slight level with price factors.

Product factors: sub-factor that the customer satisfied at extreme level was easy
connection; sub-factor that the customer satisfied at moderate level was easy installation; sub-
factor that the customer satisfied at slight level was internet speed; and sub-factor that the

customer satisfied at very slight level was stable connection.
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Price factors: sub-factor that the customer satisfied at moderate level was monthly
charge; sub-factors that the customer satisfied at slight level were initial charge, and additional
charge.

Place factors: sub-factor that the customer satisfied at the high level was amount of
payment channel; sub-factors that the customers satisfied at the moderate level were amount of
branch office, convenient car park, and office’s location.

Promotions factors: sub-factor that the customer satisfied at extreme level was modem
for free; sub-factors that the customer satisfied at moderate level were advertising, officer’s
suggestion and monthly charge or initial charge discount.

People factors: sub-factors that the customer satisfied at moderate level were knowledge
of customer service, cheerful and enthusiastic service; sub-factor that the customer satisfied at
slight level was amount of officer.

Process factors: sub-factors that the customer satisfied at moderate level were
application and payment procedures; sub-factors that the customer satisfied at slight level were
set up and after-sale service procedures. ,

Physical evidence factors: sub-factor that the customer satisfied at extreme level was
company’s reputation; sub-factors that the customer satisfied at moderate level were high
technology and office’s decoration.

The problem level was moderate, the problem factors with high average score were as
follows: hard' to connect to internet, the speed is lower than standard, officer can’t resolve
problems, and slow service procedure. The factors with moderate average score were as follows:
system is complicate, frequently lost connection, higher service charge, car park is not
convenient, 'impolite customer service, and hard to contact the company. The factor with slight

average score was limited way to pay the bill.





