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ABSTRACT

This study aims to investigate service quality and user satisfaction on the FTTB broadband access network system through

questionnaire survey. By measuring service quality as an indication of functional efficiency of this system, the possible solution for

improving service quality associated with this system may be found. Measurements regarding service quality are mainly based upon

SERVQUAL, a theoretical model developed by Parasuraman, Zeitheml & Berry. Parasuraman et al. argues that "gap of service

quality" is the discrepancy between customers' expectancy toward service and what they actually received. PZB service quality

evaluativean framework was adopted in this study to construct four major facets of the service quality of the system under study,

which include "rapid response", "caring resolution", "genuine consideration" and "entity intactness". Statistic techniques such as

mean values and t-test were used to exaime "gap of service quality", and factor analysis, reliability test, ANOVA and Scheffe test

were used, too. The result shows that differences between (1) users' perceived service quality level and users' expected service quality

level; (2) demographic variables and user cognitive level of the four facets; (3) demographic variables and the whole satisfaction of

systematic service, were statistically significant, respectively. Furthermore, User perception toward service quality and the four facets

were positively correlated with the whole satisfaction of systematic service.
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