Py
UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA

Q= YUNIBESITHI YA PRETORIA

Appendix D: Questionnaire



INTEKOM CUSTOMER SATISFACTION SURVEY

INSTRUCTION:

As we value your opinion, it is very important for you to carefully
consider each question and answer it as honestly as possible.

Below you will find a set of statements regarding the quality of
service at Internet Service Providers {ISPs) in general and
Intekom in particular. We would like your impressions about
INTEKOM's service performance relative to your expectations.
Please think carefully about the following two levels of service
evaluation:

« Your DESIRED SERVICE LEVEL - the level of service
performance you desire from an Internet Service Provider,
(See first row)

« Your PERCEIVED LEVEL OF SERVICE
PERFORMANCE - your perception of INTEKOM's service
performance over the last few months. (See second row)

DESIRED SERVICE LEVEL.:




DESIRED SERVICE LEVEL:

Based on your experiences as an Internet user, please think
about the Internet Supplier that would deliver the kind of service
your desire.

If you feel a feature require a high level of service performance,
click the number 10 in the first column.

If you feel that you require no level of service at all click onthe 1in
the first row.

If vour feelings are less strong, click on one of the buttons in the
middle. Remember that there are no right or wrong answers - we
are interested in what YOUR desired level of service
performance is for an Internet Supplier delivering excellent quality
of service.

PERCEPTIONS OF INTEKOM

The second aspect of each statement (second row) relates to
your perception of INTEKOM. For each statement, please
describe how you perceive Intekom's current level of service
performance regarding the feature in each statement. Once
again, clicking on the 0 means that you perceive Intekom's
service at a non-existent level, and by clicking a 10 means that
you view Intekom's service performance at an exceptionally high
lewel
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Title and initials: M JPIM

Last name: iPrinsIn:ID

Pistal Add i Maria Bronkhorstreet 1'?5@:E
Sttt S kshley Gardens 0081 &l

Telephone Number & Code
During Office Hours:

jog27721120




Personal Details

Please complete all the fields, as the inforrmation is
necessary for us to compile the statistics:-

Please enter your e-mail address: !J ester@intekom.co.za

Which of the following POP's /Towns are E @
Closest to your Internet connection: ; Pretoria {56Kﬂ3>§}

Postal Code if you have it 0oal i

Gender {* Male ) Female

g

Age Group :  Under19i @20 -30 C31-40 Ta1-50 Osas

A




Mail Print

z_'| Miq[qsqit- @ |Windows Update

intekom

GO REBO AL E

0= Low

Progress

10 = High

T @ emetzone.
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|Please indicate your overall satisfaction with
each product or service that you have used,
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Please indicate your overall satisfaction with
each product or service that you have used.
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Please indicate your overall satisfaction with
each product or service that you have used,
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Please indicate yvour overall satisfaction with
each product or service that you have used,




How much of your ime
using the Intermetis
spenton:-

70%

How important would
you rate the following:-

0%

20%% 10%

10% 20%

HEe
SRR

[please note that the sum of the answers]
[for these questions rnust total 100%]
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How much of your ime using the Intermetis spent on:-
(If one of the two options are not applicable to vou please enter 09)

s srm

T ? e »‘i?i _

!«sﬁiﬁﬁgﬁgﬁa =T i g’ ;é%% # 5 - i E

[please note that the surm of the answers]
[ for these questions rnust total 100% ]
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In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.

I am very skilled in....




http://question.intekom. co.za/cgi-bin/Question/intpg 22, pl

intekom

In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.

I consider myself knowledgeable about...
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In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.

I know more than most people about...




UNIVERSITEIT VAN PRETOR
Ver e

RETOR

In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.
Do Not Agree :
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In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.
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In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.

The following provides a good test of my Internet
skills...




In this section we are using a sliding scale where 0 (the left most button)
means that you do not agree at all and a 10 (the right most button)
means that you totally agree with the statement.

) I find that the following stretches my capabilities
to the limits...
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Questions - (Please use the scale from 0 to 10)

i i
R\ﬁié&ﬁ?«r’mrzﬁ]




Please indicate your overall perception of INTEKOM compared to other I5Ps, Content Providers and /or
Internet Companies. Please give an indication of yourimage or perception of the competitors - even if
you do not know them very well.

Indicate by clicking the appropriate option on
the scale.If vou can not rate any competitor at

all, please mark the category "Don't Know (DK)"

&




Please indicate your overall perception of INTEKOM compared to other ISPs, Content Providers and /or
Internet Companies. Please give an indication of your image or perception of the competitors - evenif
you do not know them very well.

Indicate by clicking the appropriate option on
the scale.If you can not rate any cormpetitor at

all, please mark the category (DK) "Don't Know
e i Sacei TR
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| /ntekom Subscribers Questionnaire - Microsoft Internet Explorer
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F'Iease tell us rmore about the haré::lware that vou have

BEk-Flex
Internal




a http:f’uestion.intekumco.za;’cgl-b’ln;’!}uestiom’intprS.pl

pPlease tell us about the software thatyou use

Internet Ep!er‘v’er 4+




UNIVERSITEIT VAN PRETORIA
UNIVERSITY OF PRETORIA
ESITHI YA PRETORIA




UNIVERSITEIT VAN PRETORI
UNIVERSITY OF PRETORI

VUNIBES

S 3
i it
YOUr reas

S i
i
ﬁ%’%ﬁ L

S

If yes, what transaction did you do /what did you buy?"
’.'3':' oks and Internet Banking ;
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Have you experienced any problerms with Intekom's service in the past

& months? ves {iNo &
If YES, please specify

If you answered YES to the previous question, was the problem resolved to

vour satisfaction? Yes O Mo O

If NO, please specify




@ http: //question.intekom. co. za/cai-bin/Question/intpg39.pl

It is clearly understood that thizs is not a competition and that there are no prizes, The give-aways are a token of our appreciation thanking our custarners for joining us in our
quest for excellence, Intekorn holds no responsibility for any ernails not received or incorrectly received from any participant andf/ar for any detail of any participant incorrectly
received
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Intekom - Start Page - Microsofi internet Explorer
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I all Categaries @ ar Ikeword —
Search the Internet using ﬁﬁﬁmtfﬁﬁﬁﬁ feieh

m Contact Us! 10 June 1999

Tip of the week

MNeed to get connected? What are the
Click o costs involved, what do you need to do
Get Entertained to get connected and what do you get
when you connect to Intekom? Click
here and find out all you need to know!

Getthere!

Explore - Family

You can't imagine how many woman's
Internet, Thursdays, special interest sites there are on the
Met. Check out a few in Women's
Waotld , while men and women will find
the business sites in Men's Web

useful CwherParent focuses on KIDS2 Win Intekom
avercaming divorce and there is plenty badges and rulers.
for teens in Young Adults, and children

in Kids Place.

Entertainment

Find that cheat code in our Games
cortingn ar have a nnod launh o oor
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