
 
 
 

 Subscriber's Name:       Login name:       
 
Q1) So-net ? ( ) 

What is the main reason for stop using So-net broadband service? (Please tick 1 answer only) 
 
A �  Not provide wanted Value Added Service (C04) 
B �  Will leave HK (C06) 
C � Not provide wanted internet contents (C04)  
D �  Home relocation (C14) 
E � So-net  Move to non-coverage area (C07) 
F � Poor network quality (C03) 
G�  Expensive service fee (C02) 
H � Poor customer service (C05) 
I �  Insufficient technical supports (C05) 
J �  Switch broadband ISP with an attractive offer (C01) 
K �  Broadband service no longer need (C11) 
L � Direct sales issue (C18) 
M � Unreasonable termination policy (C16) 
N � Limited payment method (C15) 
O�  Retention offer is not attractive (C17) 
P �  ( ) Others (Please specify): (C21) 
 
 

Q2) So-net  
Upon your request for service termination, did So-net staff introduce any retention offers to you? 
 
A �  Yes => Q3 Please answer Q3  
B �  No => Q4 Please answer Q4 
 

Q3) ? ( ) 
What is/ are the reason(s) for not accepting So-net retention offers? (You can tick more than 1 
answer) 
 
A �  Retention offer is not attractive 
B �  Premium is not attractive 
C � Service plan is still expensive 
D �  Need to sign contract again 
E �  Contract period is too long 
F �  Limited range of service plan  
G� So-net  

Service fee is not my reason for terminating So-net service, retention offer does not affect my 
decision 

H �  Have already applied the broadband service of another ISP 
I �  ( ) Others (Please specify):_________________________________  __ 
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Q4)    
  Will you continue to use broadband service after the termination of So-net service?  

 
A � Yes, I have already applied other ISPs’ service  
   => Q5 Please answer Q5 
B �  Yes, I am considering other ISPs’ service  
   => Q5 Please answer Q5 
C � No, do not need to use broadband service at present 
   => Q7 Please answer Q7 
D �  Still in consideration   
 => Q7 Please answer Q7 

 
Q5)  Which ISP do you choose/ consider?  
 

A �  Netvigator B �  HGC  
C �  HK Broadband D �  i-Cable 
E �  Pacific Supernet   F � HK Net 
G�  iCare H �  One Broadband  
I � ,  Others, please specify: _________________________________  __ 

 
Q6) ? ( ) 

Why do you choose/consider ISP above-mentioned? (You can choose more than 1 answer) 
 
A �  Cheaper service fee 
B �  More attractive web content 
C �  Well-known brand name  
D �  Better word of mouth  
E �  Free VAS 
F �  Stable connection 
G�  Attractive Premium  
H �  High speed 
I �  Better customer service  
J � Better technical supports 
K � So-net  The ISP will pay the penalty for me 
L � ,  Others, please specify: _________________________________  __ 
 

Q7)  So-net   
Are you satisfied with So-net’s performance in the following areas?   
 

              
      (Satisfied) (Average) (Not Satisfied) 

1.  ( )  �   �   � 
Network quality (include network stability & speed) 

2.  ( )      �   �   �  
After-sales service (including Hotline and technical support) 

3. So-net          �   �   � 
So-net web content  

4.            �   �   � 
Service fee            
 

Q8) So-net  Any other comments? 
 

_________________________________  __            
~~  The End ~~ 


