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The objectives of this research were to examine Customers’ decisions to use Fiber
to the Home (FTTH) internet services; to study customers’ opinions regarding the quality
of FTTH internet services; and to analyze the service quality factors influencing customers’
decisions to use FTTH internet services provided by Lao Telecommunication Public
Company in Luang Prabang Province. The study employed a questionnaire as the data

collection instrument and collected data from 383 customers who use FTTH internet

services of Lao Telecommunication Public Company in Luang Prabang Province. The
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reliability of the questionnaire, measured by Cronbach’s alpha, was 0.953. The statistical

methods used for data analysis included frequency, percentage, mean, standard deviation,

and binary regression analysis.

The results revealed that customers demonstrated a strong intention to continue
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using FTTH internet services and to recommend the services of Lao Telecommunication
Public Company to others. Overall, customers reported a high level of satisfaction with the

service. Regarding customers’ opinions on the quality of FTTH internet services provided

by Lao Telecommunication Public Company, Luang Prabang Branch, the overall service

quality was rated as good. Among the service quality dimensions, tangibles received the

highest rating, followed by reliability, empathy, and responsiveness, while assurance was

rated the lowest. The analysis of service quality factors influencing customers’ decisions to

use FTTH internet services indicated that three service quality dimensions tangibles,

responsiveness, and empathy had a positive and statistically significant effect on customers’

decisions at the 0.05 significance level.
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1 Aweoruidusudzriteg Inudanu/Angsusn1inieezw Iy

i 3.76 0.63 Jauuzwaud
(Tangibles) ’

2 duaoruslindefitdonlatd (Reliability) 3.74 0.62 Jguuzwaud

3 NUNSURETNSIN0IUcig NI (Responsiveness) 3.63 0.66 Jguuzwud

4 daweorwgeninlundSni (Assurance) 3.68  0.68 Bguuzwaud

5 dweorurdr?aldTuniudd3na (Empathy) 3.70 0.67 Jguuzwud

flasudetnuou 3.70 0.59 Jguuzwud

MR 2: nge IR neSwEutinneeladtin 2ginuindutadentgdInmsuitiainFiber To The Home
297981

Variables in the Equation
B SE. Wald df Sig. Exp(B)

Aunorucdusudzuia (X1) 0.694 0418 2750 1  0.047* 2.002
drunoruoiiSefitstonla (X2) 0.015 0.448 0.001 1 0.973 1.015
GununeulzougleiaoeIto (X3) 1.419 0471 9.077 1  0.003%** 4.133
. GauniuSudsfiv/aorudeniutuniudSnay

Step 1 0.015 0421 0.001 1 0.971 1.015
(X4)
Auao1urS1 138 unudd3nau (X5) 0.789 0.385 4207 1 0.040* 0.454
Ei’lﬁjzﬁ -3.098 0932 11.056 1 0.001%** 0.045

-2 Log likelihood = 307.233 R* = 0.511 Nagelkerke R>= 0.184 Percentage Correct = 83.3%
a. Variable(s) entered on step 1: X1, X2, X3, X4, X5

Remark: * significant at 0.05; ** significant at 0.01; ™ not significant.
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