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CDMA telecom growth in Indonesia can be seen from great interest of 
investors in this sector. This growth is seen in competition between CDMA 
operators as Internet service provider that currently divided into 3 major players 
namely Smartfren, Flexi and Esia. Based on the research conducted by Suryadi 
(2012), the highest of costumer’s trust on internet service provider is on XL, 
provider that use GSM technologyand followed by Smartfren Telecom on CDMA 
technology. 

Competition of other mobile operators in the industry of broadband in 
Indonesia is getting tougher. As mentioned above, this happens because 
customers’ desire on specific products is getting higher caused by increasingly 
insight in choosing a product. Nationally operator that carries the GSM 
technology still dominates the market share of mobile internet and still dominated 
by three major players, Telkomsel, Indosat and Excelcomindo. This condition is 
reasonable because the three major players in the mobile industry has been 
existing many year before CDMA join the market of cellular industry. 

This study aimed to: 1) Identify the user’s profile of CDMA prepaid 
internet card in three Mall in Bogor.2) Analyze the factors that influenceuser 
satisfaction CDMA prepaid internet card in three Mall in Bogor.3) Analyze the 
Net Promoter Score (NPS) of subscribers of CDMA prepaid internet card. 4) 
Measure the relationship between levels of satisfaction and loyalty CDMA 
prepaid internet card in three Mall in Bogor. 5) Formulate alternative strategies in 
improving satisfaction CDMA prepaid internet card. 

The sampling technique is done by using a nonprobability sampling 
method and used convenience sampling to get users who came to the outlets at 
Mallfor refilling pulse or vouchers in Bogor. Furthermore, snowball sampling 
method was also done in getting the respondents, sampling techniques with the 
advice or recommendation of the respondents themselves. Consideration in the 
determination of the sample, between the ages of 17 to 55 years old and have been 
using CDMA prepaid internet card for at least three months. The number of 
samples taken refers to the terms of use SEM methods, in accordance with the rule 
of thumb of SEM, 150 respondents were sampled. 

The descriptiveanalysis results of profiles of respondents in this study 
indicating that: 1) A total of 52% were women and 48% were men with 27.33% of 
university students, the Academy (D3) are 10.67%, and 62.00% for high school. 
2) A total of 42.00% of the respondents are students/university students, 38% 
work as private employees, 14% as an entrepreneur, 3.33% work as housewives, 
2.00% as a government employee, and 0.67 as a retiree. 3) A total of 46.67% of 
respondents said the reason for choosing CDMA card because of low price, 
31.33% due to strong signals, while the 12.00% and 10.00% due to the wide 
covered and number of packets. 

Goodness of Fit Coefficient indicates the suitability of the model with a 
good level of compatibility. Obtained RMSEA value obtained for 0038 is smaller 



than the required 0.08, GFI values obtained for 0.92 is greater than the required 
0.90, AGFI values obtained for 0.90 is greater than 0.90 are required and obtained 
values of 0.98 CFI greater than 0.90 is required. Based on the values of the 
coefficients meets the conformance requirements of a model, it can be concluded 
that in general the model that has gained a good level of compatibility. 

Satisfaction latent variables associated with the five dimensions of service 
quality that are tangible dimension, reliability, responsiveness, empathy, 
assurance and therefore must be proven statistically whether entirely true and 
significant effect on satisfaction latent variables. Based on the results, it is known 
that there are four dimensions have a significant impact on satisfaction latent 
variable, but the assurance dimension has values which are not significant at the 
level of α = 0.10 as smaller than 1.64 is equal to -0.13. 

Based on the percentage of promoter and detractor category, NPS values 
obtained -0.67 %. According to Dessel (2011), value of NPS will be called good if 
the value greater than 0, and the greater the value, the better the NPS. NPS value 
for CDMA card is at -0.67 % and this result show poor value. According to 
Reicheld (2006) that the low value of NPS can inhibit the growth of the company, 
in this context relates to the customer base or customer base of CDMA card. 

Assurance dimension contributes to the latent exogenous variables of 
satisfaction. Care should be taken by the company because this dimension does 
not provide significant influence on customer satisfaction of CDMA card in the 
area of Bogor. This condition should be corrected by the company so that the 
dimensions of assurance could also contribute to customer satisfaction CDMA 
card in the area of Bogor. For more, the company needs to learn how this 
dimension can obtain a great value that can be one of the factors supporting the 
future satisfaction. CDMA especially for Internet service provider is expected to 
improve the quality of data services remain stable and maintain the network in 
order to get a more positive response from customers and the need of customer. 
Pay attention to the quality of a network of servers that are not often down 
because of random troubles. Internet service provider with CDMA technology is 
expected to improve the quality of data and maintain network services 
remainstable. 
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