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ABSTRAK

Tujuan penyelidikan ini adalah untuk mengkaji keberkesananan Sistem
Perkidmatan Pelanggan TM secara “Online” di Telekom Malaysia Bhd yang
digunakan untuk memberi perkhimatan kepada semua pelanggan TM sebagai
perkhidmatan sokongan atau perkhidmatan bantuan pelanggan. Tujuan
penyelidikan ini adalah untuk menentukan keberkesanan Sistem Perkidmatan
Pelanggan TM secara “Online” dan mencadangkan suatu penambahbaikan
kepada system tersebut. Dalam penyelidikan ini juga , para pelanggan yang
melanggan beberapa jenis perkhimatan menggunakan Sistem Perkidmatan
Pelanggan secara “Online” telah diselidik dan keputusan menunjukan terdapat
empat faktor penting mempengaruhi keberkesanan sistem tersebut. Faktornya
ialah tindakbalas dan geraklaku pelanggan itu sendiri, sistem dan teknologi,
interaksi interaktif dan perlakuan kakitangan TM dalam menyampaikan sistem
Sistem Perkidmatan Pelanggan TM secara “Online”. Kesemua faktor tersebut
telah dibincangkan secara terpeinci dan sejauh mana keberkesanan dan

peranan Sistem Perkidmatan Pelanggan TM secara “Online”
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ABSTRACT

The purpose of this research is to study the effectiveness of TM Online
Customer Care Services at Telekom Malaysia Bhd used for rendering services
to all TM customers as an alternative support or a helpdesk service. The aims
are to identify the effectiveness the Online Customer Care Service and to
provide recommendations for the future improvement of the system. In this
study, TM customers in various types of services were surveyed and the
results showed that there are four main factors that influence the effectiveness
of the TM Online Customer Care Services. These factors are customers'
behavior and attitude, technology and system, interactive applications and
characteristics of TM Staff, and the paper discusses these factors in detail with

an emphasis on the role of the TM Online Customer Care Services.
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1.0 CHAPTER ONE

1.1 INTRODUCTION

This chapter presents the main idea of the research, which is the process of
examining the effectiveness of TM Online Customer Care Services. In
addition, this chapter also discusses problem statement, objectives, scope, and
the significance of the study. TM Online Customer Care Services provide
services like online enquiries, where TM customers can enquire about any
kind of services, latest products, and information about how to subscribe these
products. TM Online Customer Care Services also provide space for
customers to write a complaint about any dissatisfaction upon our products or
incomplete job done. TM value customer’s opinion and TM provide space for
customer to post theirs comments or recommendations to further improve our

services.
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