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SERVICE QUALITY AFFECTING SERVICE USER’S SATISFACTION IN
MOBILE TELECOMMUNICATION NETWORS IN BANGKOK
METROPOLITAN AREA
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Abstract

The objective of this research was to study Service Quality Affecting Service User’s
Satisfaction in Mobile Telecommunication Networks in Bangkok Metropolitan Area. The
sample was 400 consumers. Data was collected through an online questionnaire. Percentage,
mean, standard deviation, t-test, One-way Analysis of Variance and Multiple Regression
Analysis were applied by using SPSS (statistical package for social sciences).

Research findings were as follows: the majority of respondents was female, aged
between 21-30 years old, worked with private sector, held Bachelor degree and earned a
monthly income between baht 10,001 — 20,000. Most samples’ opinions toward service
quality factor in category of tangibles and assurance, image factor, technical quality factor
and economy and value factor are at the slightly good levels. Their opinions toward service
quality factor in each category such as empathy, responsiveness and reliability are at the
moderate levels. Overall users’ satisfaction on service from service provider in each category
is at the slightly satisfied levels whereas overall users’ satisfaction on service in service
quality factor in category of empathy and economy factor are at the moderate levels. This
research finds that demographic factors such as gender, career, average income and
education level influence to mobile telecommunication networks users.

Keyword: Service Quality Satisfaction Mobile Telecommunication Networks
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