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Abstract

Objectives — This study was conducted to test the multi-dimensional of service
convenience toward satisfaction in telecommunication provider in Indonesia, especially
with the area of Jakarta. Similar study has been conducted in developed country. This
research is an adoption from the study by Scott R. Colwell, May Aung, Vinay Kinetkar,
and Alison L. Holden, which conducted in Canada, a country that have the opposite
characteristic with Indonesia.

Method — The study tested the multi-dimensional service of convenience toward
satisfaction. Offline survey was conducted with a preliminary research to test the
worthiness of the research to be carried out. The data collected were analyzed using
Multiple Regression analysis.

Results — Access Convenience and Post-Benefit Convenience were found to be
predictors to overall satisfaction, with Access Convenience being the strongest predictor
for Telecommunication provider and in Fixed Internet Service provider. In addition, on
mobile network provider it shows that Decision Convenience, Access Convenience, and
Post-Benefit Convenience were found to be predictors to overall satisfaction, with Post-
Benefit Convenience being the strongest predictor.

Conclusion — Indonesian consumer are highly satisfied when they feel convenience in
accessing and on re-purchase another service. The less time and effort used by the
consumer the more satisfied they are with the telecommunication provider. Access
Convenience as one of the strongest predictor requires further research in investigating
the antecedents toward satisfaction.
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