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At present many telecommumication industries are actively developing new strategies; tricks
and methodelogies m order to retain their existing customers as well as atiractime mew
customers in fhe competitive environment. Customer satisEaction. however, 15 when the
cusiomer satisfied with a prodiuct/service that meets the costomer’s needs, wants., amd
expeciations. Customer satfisiaction is widely recognized 2s a key mnfluence in the formation af
comsumers' future parchase intentons. Therefore seciety and costomers expect to be satisfed
i each and every aspect of their newly cmergad needs by marketers, Thus it bocomes
recessary for the macket orientated businesses 1o satisfy the customers through fulfill their
This stndy examined the research pooblem of whether these is a gap between the customer
expectation end eustomer satisfaction segard of Dialeg 3G Broadhand: and if sz, wiat is the
mest asic facter that contribuies for customers” satisFartion toward the selection :bei:aﬁng M

Biroadbamd! im Bamicalloa District. This research was carried autt with the abjective of evaluating
astomer satisfaction level, for this purpose, Three research questions were formed to (24t the

lewel iof customers satisfaction on Dialog 3G Broadband. Furthenmere conozptual midel has

been developed to undierstand the satisfaction level of five research varizbles on customer

Quantifative methodalogy bas been applied for this research and quesiionmarres were wsed to
welleet data. The collected data swere amalyzed using the univariate methed and SPSS11.0. 150
questionnaives were isswed 1o the Dialog 3G Broadband msers in Batticaloa District and

collecied data were amalyzed aEJadJ evaluated as low, moderate, and high level of customer
satisfaction. > .

8o this research study come to the comchusion that Froduct, Place, ine" were moderaiely

satisfied and Promotion, Customer Relstionship maragement were, lnighly satisfied by the

Dialog 3G Broadband wsers. Finally, shen consider the overall anﬂy.-:ig custamers were

moderalcly safisfied on the Dialog 3G Broadband. Out of 150 respopdemts, (43 were

moderately satisfied and 07 were highly satisSed on Dialog 3G Broadband. So this study

recommends vegardme these variables and Dialog Telelkom gives more stlention om price.

spead. coverage, availability off packages, prompt lechnology as regards of Dialog 3G

Broadband in Batificaloa District.
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