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Abstract  

Internet is playing a vital role in 

communication. Fewer decades ago only 

developed countries were using internet 

facility more, but now people of all the 

countries in the world are using internet 

facility. Internet facility makes our 

communication easy and economy. In 

internet technology broadband is the recent 

development. Cuddalore district is one of 

the leading users of broadband in the state of 

Tamilnadu.  The study has been made based 

on primary data collected from 189 

respondents using questionnaire in 

Cuddalore district. The data were collected 

during January 2017.  The researcher 

applied percentage analysis, and ANOVA as 

statistical tools.  The study evidenced that 

the customers were more satisfied in 

procedure of getting connection, time lag of 

getting connection and installation charges.  

The customers were less satisfied on the 

factors of registering complaints, followed 

by quality of service and uninterrupted 

services.  The satisfaction levels on other 

factors were moderate.  It is suggested that 

BSNL could attract more customers and 

retain the existing customers if it come 

forward to rectify the defects. 

Key Words: Broadband, internet, customer 

satisfaction, demographical variables. 

Introduction 

Communication is essential for all living 

beings.  Not only human being even animals 

also are communicating and express their 

feelings.  The word communication has been 

derived from the Latin word ‘communis’ 

which means common.  The present 

technologies in communication have come 

across many stages.  Presently internet is 

one of the unavoidable communication 

modes which has been using by people.  

Broadband is playing a pivotal role in 

internet usage.  The term broadband refers to 

the wide bandwidth characteristics of a 

transmission medium and its ability to 

transport multiple signals and traffic types 

simultaneously.  In India Bharat Sanchar 

Nigam Limited is the market leader in 

providing broadband services.  It has 
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occupied around half of broad band services 

in India.BSNLintroduced broadband 

services since January 1, 2005 in India.  

Since then it has been rolling as market 

leader in broadband services in India.  It has 

more than fifty per cent market share in the 

country.  This paper has analyzed the 

customers’ satisfaction of BSNL broadband 

users in Cuddalore district. Cuddalore 

district is one of the district where more 

number of people using BSNL broadband.  

Hence the paper has been made to study the 

satisfaction of customers’ on various 

services of broadband provided by BSNL. 

Review of Literature 

Anuraadha V (2014) in her study analyzed 

customers’ satisfaction of broadband 

services of several companies.  She found 

that customer satisfaction and perception of 

purchase attributes play a very important 

role in making customer satisfied. Satisfied 

customers would be able to make long term 

profitable relationship with brand.Ahmad 

Syakir Bin Junoh and Mohd Rafi Bin 

Yaacob (2011) studied determinants of 

customer satisfaction of broadband services 

in Malaysia.  They found that price, speed 

and stability have no significant relationship 

with customersatisfaction level on 

broadband in Malaysia. However, there are 

associations between education level and 

stability factors, monthly income level and 

price factors, nationality and price factors, 

gender and acceptable price level, monthly 

income and internet broadband usage period 

and gender and speed. Vimalarani K and 

Radhakrishnan MK (2012) in her study 

found that there was association between 

family size and level of satisfaction with 

among 3G customers and also there was 

association between education and factors 

made to avail 3G connection. The 

subscribers opted for pre paid schemes felt 

that the validity time of prepaid cards was 

short and hence need to be extended to a 

considerable time to make them 

satisfied.Vanishree M and Keerthy K (2016) 

in their study evidenced that the brand name 

and low charges were the main factors 

which influenced the customers to subscribe 

BSNL broadband. But the company should 

improve the quality of service, the internet 

access speed, the download limit and also 

the broadband speed. 

Statement of the Problem 

Internet is playing a vital role in 

communication. Fewer decades ago only 

developed countries were using internet 

facility more, but now people of all the 

countries in the world are using internet 
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facility. Internet facility makes our 

communication easy and economy. In 

internet technology broadband is the recent 

development. Cuddalore district is one of 

the leading users of broadband in the state of 

Tamilnadu.  Generally customers choose 

internet services providers by considering 

certain factors.  Internet Service Providers 

(ISPs) who satisfy the perceptions of the 

customers are able to survive in the market.  

As BSNL is the major company which 

provides broadband services to the 

customers throughout the country, it could 

attract more customers and retain the 

existing customers only when the customers 

satisfy on the services provided by them.  

Hence the study also attempted to assess the 

satisfaction level of BSNL broadband 

customers in the study area. 

Objective 

The study has been made with the following 

objectives. 

 To study demographical background of 

the respondents in the study area and 

 To analyze the customers’ satisfaction of 

various broadband services provided by 

BSNL in the study area. 

Methodology 

The researcher has assessed customers’ 

satisfaction on broadband services provided 

by BSNL in cuddalore district.  The district 

has been selected because the district has 

major towns where more number of 

broadband connections namely Cuddalore, 

the capital of the district, Chidambaram, the 

town of education and Neyveli, the town of 

industry.  The study used primary data for 

analysis, which were collected from 189 

respondents in the above towns through well 

structured questionnaire.  The data were 

collected during January 2017.  The 

researcher applied percentage analysis,and 

ANOVA as statistical tools. 

Results and Interpretation 

This part of the paper has presented the 

results of the analysis and their 

interpretation.  Table 1 presents the results 

of demographical background of the 

respondents in the Cuddalore district. 
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Table 1 

Demographical Background of the Respondents 

Classification 
No. of 

Respondents 
Percentage 

Gender 

Male 119 63.0 

Female 70 37.0 

Total 189 100.0 

Age  

Below 30 Years 52 27.5 

31 to 40 Years 79 41.8 

41 to 50 Years 31 16.4 

Above 50 Years 27 14.3 

Total 189 100.0 

Education 

High School 8 4.2 

Higher secondary  15 7.9 

Under Graduate 52 27.5 

Post Graduate 65 34.4 

Professional 25 13.2 

Others  24 12.7 

Total 189 100.0 

Occupation  

Self employed 31 16.4 

Students 14 7.4 

House wife 26 13.8 

Government employees 26 13.8 

Other employees 51 27.0 

Academic 41 21.7 

Total 189 100.0 

Source: Computed from primary data 

Table 1 reveals that among 189 respondents, 63 per cent were male and 37 per cent were female.  

It was observed that majority of the respondents were male. It was noted that 41.8 per cent of the 

respondents belonged to the age group of 31 to 40 years, 27.5 per cent of the respondents fall 

under the age group between 21 and 30, 16.4 per cent of the respondents belonged to the age 

group of 41 to 50 years and only 14.3 per cent of the respondents belonged to the age group of 
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above 50 years.  It was identified that most of the respondents belonged to the age group of 31 to 

40 years.  It was also observed that 34.4 per cent of the respondents came under the category of 

post graduate level of education, 27.5 per cent of the respondents completed under graduate level 

of education, 13.2 per cent of the respondents completed professional education, 12.7 per cent of 

the respondents completed diploma, 7.9 per cent and 4.2 per cent of the respondents completed 

higher secondary level and high school level of education respectively.  It was known that higher 

percentage of respondents came under the category of post graduate level of education.  It was 

also identified that that 27 per cent of the total respondents belonged to other employees 

category,  21.7 per cent of the respondents were academic, 16.4 per cent of the respondents were 

self employed,  13.8 per cent each of the total respondents were house wife and government 

employees respectively and only 7.4 per cent of the total respondents were students.  It was 

observed that higher percentage of respondents belonged to other employees category followed 

by academic.  In order to know satisfaction level of the respondents on various factors average 

satisfaction score was calculated and presented in table 2. 

Table 2 

Average Score of Customer Satisfaction 

Sl. No. Variables 
No. of 

Respondents 

Average 

Score 
Rank 

1 Procedure of getting connection 189 4.47 1 

2 Time lag of getting connection 189 4.30 2 

3 Installation charges 189 3.96 3 

4 Quality of Modem supplied 189 3.74 6 

5 Speed of Broadband service 189 3.89 4 

6 Quality of Service 189 3.58 13 

7 Usage Charges 189 3.69 10 

8 Uninterrupted Service 189 3.65 12 

9 Mode of Bill Payment 189 3.77 5 

10 Mode of registering complaints 189 3.58 14 

11 Accessibility of staff  189 3.69 11 

12 Time lag for rectifying problems 189 3.72 8 

13 Advance indication of Bill Amount 189 3.70 9 

14 Checking system of Usage 189 3.73 7 

Source: Computed from primary data  

It was observed from table 2 that the customers of BSNL broadband were more satisfied on the 

factor procedure for getting new broadband connection, its average satisfaction score was 4.47.  

Hence BSNLhas feasible procedure to get connection.  Next to the above factor, time lag of 

getting connection and installation charges are ranked 2
nd

 and 3
rd

, their average satisfaction 

scores were 4.30 and 3.96 respectively, hence the customers were also more satisfied on these 
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factors followed by the factors of speed of broad service, mode of bill payment and quality of 

modem and their average satisfaction scores were 3.89, 3.77 and 3.74 respectively.  The sample 

respondents were less satisfied in mode of registering complaints, its average satisfaction score 

was 3.58 followed by quality of service (3.58) and uninterrupted services (3.65).  The 

satisfaction levels on other factors were moderate. 

In order to know whether there are any significant association between demographical variables 

and level of satisfaction of the respondents ANOVA test was applied.  For this purpose the 

following null hypothesis was framed and tested using ANOVA.  The results of the analysis are 

presented in table-2. 

Ho:  There are no significant differencesin level of satisfaction among respondents based on 

demographical variables.  

Table 2 

ANOVA between Demographical Variables and Level of Satisfaction 

Sl. 

No. 
Variables 

Gender  Age  Education  Occupation  

F-Stat P Value F-Stat P Value F-Stat P Value F-Stat P Value 

1 
Procedure of getting 

connection 
4.597 0.033 9.294 0.000 1.571 0.170 3.677 0.003 

2 
Time lag of getting 

connection 
0.641 0.424 4.414 0.005 1.607 0.160 0.941 0.456 

3 Installation charges 6.550 0.011 1.474 0.223 0.736 0.597 0.568 0.724 

4 
Quality of Modem 

supplied 
1.124 0.290 3.546 0.016 1.280 0.274 2.420 0.037 

5 
Speed of Broadband 

service 
1.742 0.189 0.508 0.677 1.706 0.135 1.145 0.338 

6 Quality of Service 0.618 0.433 0.907 0.439 0.534 0.750 1.106 0.359 

7 Usage Charges 2.398 0.123 1.162 0.326 1.214 0.304 1.492 0.194 

8 Uninterrupted Service 0.008 0.928 0.466 0.707 1.475 0.200 2.013 0.079 

9 Mode of Bill Payment 3.755 0.050 0.181 0.909 0.406 0.844 1.585 0.166 

10 
Mode of registering 

complaints 
0.712 0.400 0.559 0.643 0.301 0.912 0.610 0.692 

11 Accessibility of staff 0.924 0.338 0.423 0.737 4.367 0.001 0.498 0.777 

12 
Time lag for rectifying 

problems 
0.771 0.381 1.013 0.388 0.628 0.679 1.036 0.398 

13 
Advance indication of 

Bill Amount 
0.520 0.472 0.561 0.641 1.936 0.090 1.423 0.218 

14 
Checking system of 

Usage 
0.411 0.522 2.061 0.107 0.993 0.424 0.500 0.776 

Source: Computed from primary data 
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The results of table 2 indicates that 

satisfaction level on BSNL broadband 

services and gender of the respondents were 

statistically significant in the factor of 

procedure of getting connection at 5 per cent 

level and the factor mode of bill payment 

also statistically significant at 5 per cent 

level.  Satisfaction on installation charges 

was statistically significant at 1 per cent 

level.   Hence the null Ho was rejected in 

these cases and therefore there were 

significant differences in level of 

satisfaction among respondents based on 

their gender.Satisfaction of all other 11 

factors was not statistically significant.  

Hence the Ho was accepted for these cases 

and therefore there were no significant 

differences in level of satisfaction among the 

respondents based on their gender. The 

results of F-statistic shows that the factors of 

satisfaction namely procedure of getting 

connection, time lag of getting connection 

and quality of modem supplied only were 

statistically significant based on the age of 

respondents, hence the Ho hence the null 

hypothesis was rejected in these cases and 

therefore there significant differences were 

identified in level of satisfaction among the 

respondents based on their age.  In case of 

other factors, the Ho the null hypothesis was 

accepted and therefore there were no 

significant differences in level of 

satisfaction based on their age. 

When ANOVA was applied to know 

whether there were any significant 

differences in level of satisfaction of the 

respondents based on their educational 

qualification, it was found that among the 

satisfaction factors only accessibility of staff 

for queries and complaints were statistically 

significant, hence the null hypothesis was 

rejected and therefore significant differences 

were found in level of satisfaction of the 

respondents based on their education and 

other factors were not statistically 

significant, hence the null hypothesis was 

accepted in these cases and it was proved 

that there were no significant difference in 

level of satisfaction among the respondents 

based on their educational qualification.  It 

was also found that among the satisfaction 

factors only in two factors of the level of 

satisfaction of the respondents on the basis 

of their occupation were statistically 

significant namely procedure of getting 

connection and quality of modem supplied, 

hence the Ho was rejected and it has brought 

robust evidenced that there were significant 

differences in level of satisfaction among the 

respondents based on their occupation and in 
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case of other cases the Ho was accepted and 

there was no significant differences in level 

of satisfaction among the respondents based 

on their occupation. 

Conclusion 

The study has attempted to analyse the 

demographical background of the 

respondents and the level of satisfaction of 

customers of BSNL broadband services in 

Cuddalore district.  The study evidenced that 

the customers were more satisfied in 

procedure of getting connection, time lag of 

getting connection and installation charges.  

The customers were less satisfied on the 

factors of registering complaints, followed 

by quality of service and uninterrupted 

services.  The satisfaction levels on other 

factors were moderate.  It is suggested that 

BSNL could attract more customers and 

retain the existing customers if it come 

forward to rectify the defects. 

References 

1. Ahmad Syakir Bin Junoh and Mohd Rafi 

Bin Yaacob (2011), Determinants of 

Customer Satisfaction towards 

Broadband Services in Malaysia, Vol.1, 

No.2, pp.123-134. 

2. Anuraadha V (2014), A Cram on 

Customer Satisfaction on Broadband & 

Wireless Services, International Journal 

of Managerial Studies and Research, 

Vol.2, No.9, pp.23-31.  

3. Vanishree M and Keerthy K (2016), A 

Study on Customer Satisfaction towards 

Broadband Facilities Provided by BSNL 

with Special Reference to Palakkad 

Town, International Journal of Advance 

Research and Innovative Ideas in 

Education, Vol.1, No.3, pp.104-110. 

4. Vimalarani K and Radhakrishnan MK 

(2012), A Study on Customer 

Satisfaction towards 3G Data Services in 

Erode, Namex International Journal of 

Management Research, Vol.2, No.2, 

pp.45-52. 


	index.pdf (p.1-2)
	1.pdf (p.3-9)
	2.pdf (p.10-15)
	3.pdf (p.16-21)
	4.pdf (p.22-26)
	5.pdf (p.27-39)
	6.pdf (p.40-50)
	7.pdf (p.51-57)
	8.pdf (p.58-68)
	9.pdf (p.69-80)
	10.pdf (p.81-89)
	11.pdf (p.90-97)
	12.pdf (p.98-107)
	index.pdf (p.1)
	1.pdf (p.2-8)
	2.pdf (p.9-14)
	3.pdf (p.15-20)
	4.pdf (p.21-25)
	5.pdf (p.26-37)
	6.pdf (p.38-48)
	7.pdf (p.49-55)
	8.pdf (p.56-66)
	9.pdf (p.67-78)
	10.pdf (p.79-87)
	11.pdf (p.88-95)
	12.pdf (p.96-105)
	index.pdf (p.1-2)
	01.pdf (p.3-14)
	2.pdf (p.15-22)
	3.pdf (p.23-26)
	4.pdf (p.27-31)
	5.pdf (p.32-41)
	6.pdf (p.42-53)
	7.pdf (p.54-60)
	8.pdf (p.61-69)
	9.pdf (p.70-74)
	10.pdf (p.75-81)
	11.pdf (p.82-88)
	12.pdf (p.89-93)
	13.pdf (p.94-102)
	14.pdf (p.103-110)
	15.pdf (p.111-118)
	16.pdf (p.119-127)
	17.pdf (p.128-138)
	18.pdf (p.139-142)
	19.pdf (p.143-151)
	20.pdf (p.152-156)
	21.pdf (p.157-166)
	22.pdf (p.167-172)
	01.pdf (p.1-12)
	2.pdf (p.13-20)
	3.pdf (p.21-24)
	4.pdf (p.25-29)
	5.pdf (p.30-39)
	6.pdf (p.40-51)
	7.pdf (p.52-58)
	8.pdf (p.59-67)
	9.pdf (p.68-72)
	10.pdf (p.73-79)
	11.pdf (p.80-86)
	12.pdf (p.87-91)
	13.pdf (p.92-100)
	14.pdf (p.101-108)
	15.pdf (p.109-115)
	16.pdf (p.116-124)
	17.pdf (p.125-135)
	18.pdf (p.136-139)
	19.pdf (p.140-148)
	20.pdf (p.149-153)
	21.pdf (p.154-163)
	22.pdf (p.164-169)
	23.pdf (p.170-179)
	24.pdf (p.180-191)

