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4 Chapter 4: Analysis of Critical Success Factors (CSF) 
on Wi-Fi User Perspective 

 

4.1 Introduction 
 

This chapter will describe and present raw survey data on user level questionnaire and the 

analysis. Further it has covered general analysis of the survey data such as percentages, 

averages and finally more detailed analysis has been done based on the findings. 

 

4.2 Survey and Results 
 

All the questions were given with possible answers. The questionnaire consists of mainly 

two parts. First part questions were for profile of the participants. Second part questions 

were mostly with 4-point likert scale with the percentages, where user can easily estimate 

and answer the questions. The participants had to choose one answer in each of questions, 

such that they had to indicate the importance or priority according to the perception and 

the expectations on literature found CSFs under categories of social, technical and 

economical levels. The survey was conducted by distributing the questionnaire mostly via 

e-mail and keeping hardcopy questionnaires in several hotels to be filled by the potential 

Wi-Fi guests. There were 75 respondents for the questionnaires. Out of the 75 responses, 

there were 54 valid responses and other 21 were rejected due to contradictory information 

provided.  

 

4.3 Analysis of Primary Results 
 
User profile information on the user questionnaire responses are discussed on the below. 

The following discussion gives only the questions and the results summary. For the detail 

questions Annexure A - User questionnaire needs to be referred to. 
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a. Gender of the respondents 
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Figure 15 : Gender of the respondents 

 
 
 
Majority of the respondents are males. This is because most of the professionals and 

business community are males in Sri Lanka. 

 

b. Education level of the respondents 
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Figure 16 : Respondent’s education level 
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Above result indicates, that majority of the respondents were having a Degree or a Higher 

Degree. This could be mainly due to the fact that questionnaires have been distributed 

between professional in higher categories. 

 

c. Age group of the respondents 
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Figure 17: Respondents age groups analysis 

 
 
According to the figure, it shows that majority of the respondents were between age 

group of 25-35 years.  

d. Income level of the respondents 
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Figure 18: Respondents gender analysis  
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The results received indicates that majority of the respondents have income between 

50,000 to 100,000 rupees.  

e.  Wi-Fi usage of the respondents 
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Figure 19: Respondents employment category 

 
 

The results received indicates that, majority of the respondents have above thirty hours 

usage. In other words most of the users are existing Wi-Fi users. The respondents with 

below 10 hours usage are the potential Wi-Fi users in future.  

f. For how long the user has been using Wi-Fi ? 
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Figure 20: Respondents duration of using Wi-Fi 
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According to the above graph majority of the respondents have been using the Wi-Fi for 
between two to three years. 
 
 

4.4 Summary of the primary results 
 

Majority of the respondents have the following characteristics: 

 

ser Profile Information Question Response % 

Gender 1 Male 59.26

Age Group 2 25-35 62.96

Education level 3 Degree or 
Higher 68.52

Income level 4 50K-100K 62.96

Wi-Fi usage per month 5 Above 30 Hrs 57.41

For how long have been using 6 2-3 Yrs 48.15

 

Table 4 : Respondents profiling summary 

 

The sample selected for the survey is not purely a random sample. It was a random 

sample of the existing and potential Wi-Fi users. The summary of the profile of the 

respondents shows, majority of them are Males and in the age group of 25-35 years. Most 

of the respondent have Rs.50,000 to Rs.100,000 income and have more than 30 hours 

Wi-Fi usage. Around half of the respondents have been using the Wi-Fi for between two 

to three years. The above facts give good indication of correct sample selection by the 

researcher.  

 

4.5 Analysis of Users Reponses for CSFs 
 

This section would analyze the responses from the sample users for each CSF.The entire 

analysis was conducted using SPSS and Microsoft Excel tools & formulas. 
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All the answers were in quantitative value ranges (e.g. 0-25%, 26-49%, 50-75%, 76-

100%) and the following values are assigned for the user responses in the questionnaire. 

 

Response 

Category1 Category2 
Assigned Value 

Very High Strongly Agree 4 

High Agree 3 

Average Partially Agree 2 

Low Disagree 1 

 

Table 5: Assigned values for 4-point likert scale responses 

 

The variables and sub variables under consideration for the analysis are depicted in the 

table  

 

Variable Critical Success Factor- Sub Variable Question 

a. Security 10 

b. Performance or speed of the Wi-Fi    
network 2 Technological 

c. Wi-Fi roaming and Interoperability 14 

d. Location of the hotspot 7 

e. Influence of the others 8 Environmental/Legal 

f. Advertising/Promotions 9 

g. Cost for user 16 

h. Expenditure priority 15 Financial 

i. User Income 17 

 

Table 6 : Variables considered in the analysis 
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The Mean and the Variance is calculated for the each variable as depicted in the Table 
 
 
 

 Location Other's 
Experience 

Advertising 
& 
Promotions 

Security 
Concern 

Connection 
Speed Roaming 

Income 
Priority 
Level 

Charges Income 
Control 

Mean 2.926 2.611 2.245 3.056 3.019 2.057 1.389 2.741 1.537 

Variance 1.428 0.469 0.189 0.582 0.547 0.978 0.318 0.799 0.782 

Rank 3 5 6 1 2 7 9 4 8 

 

Table 7 : Mean Values and Variance of the CSFs 

 
 

i. Mean values for the Expenditure priority level and Income control are 1.389 and 

1.537 respectively. This is below the value 2.000 which indicates that the above two 

factors have very low significance. 

 

ii. Mean values for (c) Roaming (f) advertising & promotions are around 2.00 values. 

That means above factors have average impact on Wi-Fi users.  

 

iii. (a) Security, (b) speed or performance of the Wi-Fi network, (d) location, (g) 

charges imposed by the providers and (e) influence by others have mean above the 

2.50 value. Therefore the above factors have high significance. 

 

iv. Security and speed are most concern factors with mean value of 3.056 and 3.019 

respectively. 

 

v. Location of the HotSpot is the next high concern factor with mean value of 2.926. 

 

vi. Charges and the other’s influence also have higher significance.  
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4.5.1 Priorities in Critical Success Factors 
 
 

According to user experience, preference and importance related to Wi-Fi HotSpots in 

T&T sector; CSFs priorities were summarized as follows: 

 

Priority 
Level Critical Success Factor 

1st Security 

2nd Performance or speed of the Wi-Fi    network 

3rd Location of the HotSpot 

4th Cost for user 

5th Influence of the others 

6th Advertising/Promotions 

7th Wi-Fi roaming and Interoperability 

8th Expenditure priority 

9th User Income 

 

Table 8: CSF priority list for users on Wi-Fi HotSpot 

 
 
 

4.5.2 Further Analysis of Results 
 
 
A linear relationship between security level satisfaction and Speed level satisfaction with 

the Wi-Fi usage of the user were investigated using correlation analysis, which provide a 

correlation coefficient that indicates the strength and direction of linear relationship. 

Significant (Sig) indicates the significant of the relationship. The significant of .01 level 

relationships are marked with ** and .05 level of relationships are market with *. 
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Correlations

1 .674** .363**
.000 .007

76.093 46.778 27.296

1.436 .883 .515
54 54 54

.674** 1 .028

.000 .843

46.778 63.333 1.889

.883 1.195 .036
54 54 54

.363** .028 1

.007 .843

27.296 1.889 74.148

.515 .036 1.399
54 54 54

Pearson Correlation
Sig. (2-tailed)
Sum of Squares and
Cross-products
Covariance
N
Pearson Correlation
Sig. (2-tailed)
Sum of Squares and
Cross-products
Covariance
N
Pearson Correlation
Sig. (2-tailed)
Sum of Squares and
Cross-products
Covariance
N

Usage

Security Level Satisfaction

Speed Satisfaction Level

Usage
Security Level

Satisfaction

Speed
Satisfaction

Level

Correlation is significant at the 0.01 level (2-tailed).**. 
 

Table 9: Correlation coefficient of Security and Speed Vs Wi-Fi usage 

 
 
According to results depicted in the table it is evident that there is a positive linear 

relationship between security level satisfaction and the Wi-Fi usage of the user.And also  

a positive linear relationship between Speed level satisfaction and the Wi-Fi usage of the 

user . 

 

 

4.6 Conclusions of CSFs in user perspective  
 
 

A. Concerns on security, is the most concern factor among the users. Despite of the 

above fact most of the HPs & HOs have given very little attention to it. In the 

chapter 4.5.2 it is identified that there is a linear relationship between security 
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satisfaction and the Wi-Fi usage. This further thrives operators to strengthen the 

security in their Wi-Fi network 

 

B. Similar to the security concern mentioned in (a); Wi-Fi connection speed or the 

performance of the network has very high impact on the Wi-Fi usage.Therefore 

operator should maintain the performance standard of the wi-fi network. 

 

C. Location has also become a high CSF in user perspective. This implies the 

operators to enhance the condition of HotSpot and select a suitable attractive 

place for Wi-Fi hotspot deployment if possible. 

 

D. Since the charges imposed by the operators for Wi-Fi have significant impact on 

users operators should offer attractive packages. Packaging may be done based on 

the user requirement. Further several packages may be implemented considering 

the above factors. 

 

E. It is convinced that user income level or priority has no significant impact on the 

Wi-Fi user. Accordingly operators can target the Wi-Fi hotspot market. 

 

F. Wi-Fi roaming is also not a high concern factor. This may be due to the fact that 

the sample users consist of locals mostly. This view may be different among the 

frequent travelers. 

. 

 

 

 

 

 


