HEE £, Subscriber's Name: ﬁ * ¢ Login name:

Q2)

Q3)

Customer Survey On Serwce ermination

[ ARG AL }

P [ERLEHCERLIHIR ] So-net PRV BURIN? (FUER - RS

What is the main reason for stop using So-net broadband service? (PIere tick 1 answer only)

AQ 2 RIS Not provide wanted Value Added Service (C04)
B O EFH AW Will leave HK (Co6)

CQ 2% ;%gi,i TR Jq’ﬁf}fﬁ‘ f Not provide wanted internet contents (C04)
DU HE}EF*' Home relocation (C14)

EQ #{77 So-net figZ fufE! Move to non-coverage area (C07)

F O g p AL il e € Poor network quality (C03)

G4 %Fﬁ‘;ﬁ]’fa’#fﬁﬁ Expensive service fee (C02)

HQ %152 Poor customer service (C05)

| Q Fi=3 57 kL Insufficient technical supports (C05)

JQ Epy E‘ I H ﬁ%ﬁf‘ RIRR v IR5EEE] Switch broadband ISP with an attractive offer (C01)
KQ 17 P45 Broadband service no longer need (C11)

LQ ﬁij %%MF il}iEl Direct sales issue (C18)

MQ A HIRPIREFE T p%’ Unreasonable termination policy (C16)

NO "E"*'ﬁﬂi*’b Limited payment method (C15)

o0 & 4 gk gl 7 %wp~d | Retention offer is not attractive (C17)

PO {4 ( % FIF ) Others (Please specify): (C21)

FIL%LM«SLLM%W%EJI‘ » So-net Uﬁ]iji E e 13”6 [F' fu#;.4 ,LP“TE_[[\ A 'P P%pj[ ﬂ@ﬁ/ﬂjm

Upon your request for service termlnatlon did So-net staff infroduce any retention offers to you’7

a ’EJ Yes => %[HI*A‘“(B Please answer Q3
BO 2% | No => %[ﬂ' Q4 Please answer Q4

EUBERUN Y RO OSSP B T RAGGHR]? (12 20 (1)
What is/ are the reason(s) for not accepting So net retention offers? (You can tick more than 1
answer)

AQ @Eiﬁﬁﬁ‘ﬁf gl 7 %wp~d | Retention offer is not attractive

BQ & 1 ¥w~d| Premium is not attractive

cad F”T 4ﬁ fi J%ﬁjm [Hﬂéff*&[&fﬁﬁl Service plan is still expensive

DA 3@?{_ | @+ Need to sign contract again

EQ #79#~< Contract period is too long

F QO J5tsE4E P Limited range of service plan

GO A 1H{fi"] So-net FHIIVRINEIYS I » BHIVISEHI ] WSO
Service fee is not my reason for terminating So-net service, retention offer does not affect my
decision

HO =1f lﬁ%ﬂ i%’gu’%;“ iRy vI%5 Have already applied the broadband service of another ISP
[ O E( % f5) Others (Please specify):




Q4) ¥ M5 Iéi%’ﬁ?ﬁ%‘%@l’ﬁﬁ'JEﬁﬁﬁﬁi"%?
Will you continue to use broadband service after the termination of So-net service?

Qs)

Q6)

Q7)

AUl

BQ

ca

DQ

Tﬁ » HI%'J';EI (e AL Yes, | have already applied other ISPs’ service
=> %[pl'v&,*ﬁ:s Please answer Q5

& R (PRI Yes, | am considering other ISPs’ service

=> ﬁ%[p"ﬁcs Please answer Q5

Tff ’ Pﬁ“ffﬁiﬁ Tl U455 No, do not need to use broadband service at present
=> ﬁ%[p"FATQHDIease answer Q7

T %’fﬁ?j%ﬁ{%’ Still in consideration

=>F ﬁ%[p' F%Q? Please answer Q7

(&=t F[lﬁiﬁ‘)-‘%ﬁg‘@@wﬂ[ﬁ— [ei] P 1 1E% Which ISP do you choose/ consider?

AUl
ca
EQ
G4
[ Q

A - Netvigator BO ARELFHF HGC
A HK Broadband DO #sirdfl i-Cable
OSSR Pacific Supernet FQ HK Net

# 3% {F iCare HQ - ”E‘T' 1 One Broadband

AR o
T, Fﬁﬁ* f¥] Others, please specify:

HhL el | S PO ? (R S (R
Why do you choose/consider ISP above-mentioned? (You can choose more than 1 answer)

AUl
BQ

Ts5isq kT Cheaper service fee
%ﬁf}f#ﬂ‘]%ﬁ’ﬂk’fﬂ[ More attractive web content

CQ ="t ¥, Well-known brand name

DQ
EQ
FQ

HQ
[ Q
Ju
KQ
LQ

[ 4+ Better word of mouth
A BT Free VAS
AR Stable connection

GO [FlPHFJ[ Attractive Premium

il 15 High speed
& F sk Better customer service

| pLwik (50 % Better technical supports

FEE D j%ﬁﬁ’f,ﬁq Fﬁ,ﬁy%ﬂﬁ So-net  The ISP will pay the penalty for me
P, ﬁ%‘?ﬁ%tﬁﬂ Others, please specify:

S ESEF So-net 51 & e YL 2
Are you satisfied with So-net’s performance in the following areas?

W - T
(Satisfied) (Average) (Not Satisfied)

1T (G LA S A R GEE) O - -

Network quali{y (include network stability & speed)
2. B ETGE (WIREGSIIL L 18) a Q Q

fter-sales service (including Hotline and technical support)

3. So-net AfftHi*|Fy a a a

So-net web content
4. RS a a a

Service fee

Q8) ﬁfﬁjﬁi% So-net 32 F H 9E L ?  Any other comments?

~~ fkﬁ%}‘#z’ The End ~~



