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J.D. Power Asia Pacific Reports: 
ASAHI Net and Plala Rank Highest in Customer Satisfaction among High-Speed Internet Service 
Providers in Japan 
 
TOKYO: 30 January 2008 –Among high-speed Internet service providers in Japan, ASAHI Net ranks highest in 
customer satisfaction in the FTTH segment, while Plala ranks highest in the ADSL segment, according to the  
J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider (ISP) Customer Satisfaction StudySM 
released today. 
 
The study, now in its fourth year, measures customer satisfaction with high-speed Internet service providers in 
two segments: FTTH, which connects through a fiber-optic cable, typically resulting in faster connections; and 
ADSL, which utilizes data connections through a phone line. In both segments, eight factors are used to measure 
overall satisfaction: cost; connection quality; subscription procedure/application; information from provider; 
services offered; user support; connection and other operational settings; and provider’s Web site. 
 
ASAHI Net ranks highest in the FTTH segment with an overall satisfaction index score of 577 on a 1,000-point 
scale and performs particularly well in the cost, connection quality, connection and other operational settings and 
subscription procedure/application factors. Following ASAHI Net in the segment ranking is eo, achieving a score 
of 561 points and performing particularly well in the information from provider factor. Rounding out the top three 
in the FTTH segment is So-net (556), which performs well in the areas of provider’s Web site, user support and 
services offered. 
 
In the ADSL segment, Plala ranks highest for a second consecutive year with a customer satisfaction index score 
of 547 and performs particularly well in cost and subscription procedure/application. BIGLOBE and So-net 
follow in the rankings, earning scores of 537 and 535, respectively. BIGLOBE performs well in the connection 
quality, services offered, and information from provider factors, while So-net performs particularly well in 
connection and other operational settings. 
 
This study finds that in both the FTTH and ADSL segments, overall customer satisfaction and customer loyalty 
have declined steadily since 2005. These decreases in customer satisfaction and loyalty are primarily due to 
changes in customer expectations. In addition to Internet connection service, customers are increasingly seeking 
more services from their Internet service providers. 
 
“Now that broadband Internet usage has become commonplace, customers are increasingly demanding that their 
Internet service providers assume new roles, instead of simply being providers of Internet connection service,” 
said Yuji Sasaki, senior general manager of the research services group at J.D. Power Asia Pacific, Tokyo. “Due 
to an overabundance of service providers in the current ISP market, ISPs must differentiate themselves from the 
competition by not only enhancing the services they provide, but also by clearly communicating to consumers 
what their strengths are.” 
 
The 2007 Japan High-Speed Internet Service Provider Customer Satisfaction Study is based on responses from 
4,050 FTTH subscribers and 4,050 ADSL subscribers between 18 and 59 years old. Respondents were surveyed 
in September and October 2007. 
 
About J.D. Power Asia Pacific 
J.D. Power Asia Pacific, established in 1990, conducts customer satisfaction research and provides consulting 
services in the automotive, information technology and finance industries. Information regarding J.D. Power Asia 



Pacific and its products can be accessed through the Internet at www.jdpower.co.jp. Media e-mail contact: 
cc-group@jdpower.co.jp 
  
About J.D. Power and Associates 
Headquartered in Westlake Village, Calif., J.D. Power and Associates is an ISO 9001-registered, global marketing 
information services firm operating in key business sectors including market research, production and sales 
forecasting, consulting, training and customer satisfaction surveys. The firm’s quality and satisfaction 
measurements are based on responses from millions of consumers annually. J.D. Power and Associates is a 
business unit of The McGraw-Hill Companies. 
 
About The McGraw-Hill Companies 
Founded in 1888, The McGraw-Hill Companies (NYSE: MHP) is a leading global information services provider 
meeting worldwide needs in the financial services, education and business information markets through leading 
brands such as Standard & Poor’s, McGraw-Hill Education, BusinessWeek and J.D. Power and Associates. The 
Corporation has more than 280 offices in 40 countries. Sales in 2007 were $6.8 billion. Additional information is 
available at http://www.mcgraw-hill.com. 
  
Media Relations Contacts: 
Maki Kawano    Syvetril Perryman 
J.D. Power Asia Pacific   Media Relations Associate 
Toranomon 45 MT Bldg. 8F   J.D. Power and Associates 
5-1-5 Toranomon    2625 Townsgate Road, Suite 100 
Minato-ku, Tokyo 105-0001   Westlake Village, Calif. 91361 
Japan     U.S.A. 
Phone +81-3-4550-8090   Phone +1-805-418-8103 
cc-group@jdpower.co.jp   syvetril.perryman@jdpa.com  
  

No advertising or other promotional use can be made of the information in this release without the express prior 
written consent of J.D. Power and Associates. www.jdpower.com 
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NOTE: Four charts follow. 
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power 
Asia Pacific as the publisher and the J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider 
Customer Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on 
statistical significance. No advertising or other promotional use can be made of the information in this release or 
J.D. Power Asia Pacific study results without the express prior written consent of J.D. Power Asia Pacific.

Source: J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider Customer Satisfaction StudySM

NOTE: Included in the study, but not ranked due to small sample size, are: AOL, BB.excite, DTI, hi-ho, ODN, 
TikiTiki Internet and WAKWAK.
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NOTE: Included in the study, but not ranked due to small sample size, are: AOL, ASAHI Net, BB.excite, hi-ho, TikiTiki 
Internet and WAKWAK.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power 
Asia Pacific as the publisher and the J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider 
Customer Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on 
statistical significance. No advertising or other promotional use can be made of the information in this release or 
J.D. Power Asia Pacific study results without the express prior written consent of J.D. Power Asia Pacific.

Source: J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider Customer Satisfaction StudySM
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NOTE: Percentages may not total 100 due to rounding.

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power 
Asia Pacific as the publisher and the J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider 
Customer Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on 
statistical significance. No advertising or other promotional use can be made of the information in this release or 
J.D. Power Asia Pacific study results without the express prior written consent of J.D. Power Asia Pacific.

Source: J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider Customer Satisfaction StudySM
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NOTE: Percentages may not total 100 due to rounding.

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power 
Asia Pacific as the publisher and the J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider 
Customer Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on 
statistical significance. No advertising or other promotional use can be made of the information in this release or 
J.D. Power Asia Pacific study results without the express prior written consent of J.D. Power Asia Pacific.

Source: J.D. Power Asia Pacific 2007 Japan High-Speed Internet Service Provider Customer Satisfaction StudySM


