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Praves Suppacharoenpol. (2005). THE EVALUATION OF SATISFACTION TOWARD
CDMA 2000-1X (HUTCH) OF CUSTOMER IN BANGKOK METROPOLIS
Master's Project, M.B.A. (Management). Bangkok: Graduate School

Srinakharinwirot University. Project Advisor : Dr. Panid Kulsiri

The purpose of this is to study the difference between expectation and perception
and its relationship with the satisfaction of consumer toward the using of Hutch service in
terms of pfocess, physical evidence and peaple.

The sample is consisted of 406 customers in Bangkok of Hutch who are selected by
the method of quota sampling. The data were collected by means of questionaires.
Descriptive statistics are presented in terms of frequency, percentage, mean score and
standard deviation. The hypotheses of the relationship between variables were tested by
using the methods of ANOVA, LSD and Simple Regression.

The finding reveals that most of the respondents have a medium level of overall
satisfaction. The tests of each aspect of the satisfaction reveal physical evidence is satisfied
at the highest level followed by process and people, respectively

Results of hypothesis testing at the significant level of 0.05 about the relationships
between demographic variables and the expecation and perception in using CDMA show
that repondents age has relationship with perception toward physical evidence of service.

In addition the difference of perception and expectation in general has positive

relationship with satisfaction of using Hutch service.
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mMsIAszuuudauna

B398 Tdhuuusaumuriensimemuzaiwiluingds Taonasauriana
\Fadusaulag lasnaassuusgsuauiungulszmnaimang $91u 40 3798 nagay
wuusaumulneauft 2.3 uar 4 1ludonufidaanumands, mM37u§ uaz Anuianele vas
m3usms lasfiesndoadsil

ATIUFMIAAMUTAVUIETD (Item Analysis)

AMAAIARTINWAIWAISVINAT - NISUINAT

RELIABILITY ANALYSIS - SCALE (ALPHA)

1.  EXPTO0ID  1.1. ns:mumﬂﬁ'ﬁagmhamnﬂm:uu

2. EXPT02D 1.2, newiuwmineiisaiputaian

3. EXPTO3D  1.3. nszuiumsdnszanldine szaan

4. EXPT04D  1.4. nizuawmsdiszdnlddne sieiz

5. EXPTOSD  1.5. nazuaumiybszdnlding andas

6. EXPTOSD  1.6. nazuawmimisssusuiaiadfganusuininuGouion

7. EXPTO7D  1.7. n32u2mwmImssiuauadadfiganusuasimaiaiianans
Mean Std Dev Cases

1. EXPTO1D 3.2500 9541 40.0

2. EXPT02D 3.2750 6789 40.0

3 EXPTO3D 3.8750 1.0667 40.0

4. EXPT04D 3.3250 9167 40.0

5. EXPTO5D 3.4750 .8469 40.0

6. EXPT06D 3.1750 6751 40.0

7.  EXPTO7D 3.2750 7157 40.0

N of Cases = 40.0



item Means Mean Minimum Maximum Range Max/Min Variance

3.3786 3.1750 3.8750 7000  1.2205 .0563

ltem Variances Mean Minimum Maximum Range Max/Min Variance

7192 45568 1.1378 6821 2.4965 0676
Reliability Coefficients 7 items
Alpha = .6983 Standardized item alpha = 6872
ANMNAIARTINWIAIWNITUINT - AAHHINWINIPNTNNIIVINS

RELIABILITY ANALYSIS - SCALE (ALPHA)
1. EXPTO8D 2.1 ﬂuifu‘imségaag;'luﬁwmu"umgsﬁaﬁﬁmmﬁuaﬂu

2. EXPTO9D 2.2 guﬁu‘imsd’q agji'luﬁwmﬁﬁm‘ma:mn'lun’m‘o“mmo
A’ ﬂl' Y =1

3. EXPTI0D 23 wwnmuluquﬁmmmmma:mﬂﬁmm'n

4. EXPT11ID 2.4 nsanudsnigluaniuifianuudanini

Mean Std Dev Cases

1.  EXPTO8D 3.7250 .8469 40.0

2.  EXPTO09D 3.3750 .9524 40.0

3. EXPT10D 3.6250 .9524 40.0

4. EXPT11D 3.7000 7910 40.0

N of Cases = 40.0
ltem Means Mean Minimum Maximum Range Max/Min Variance
36063 3.3750 3.7250 3500  1.1037 .0256

Item Variances Mean Minimum Maximum Range Max/Min Variance

.7893 6256 9071 2814  1.4498 .0189

Reliahility Coefficients 4 items

96



Alpha = .7423 Standardized item alpha = .7481

AMUANARIINIIATIRNITUING — WIENINB
RELIABILITY ANALYSIS - SCALE (ALPHA)
1. EXPT120 3.1 wiinowbideyafivinlalédine

2. EXPT13D 3.2 winnuguatanlalasegnén

3. EXPT14D 3.3 wiNMUININEMaauiLmoanugnIv

4. EXPT15D 3.4 winsufianusiansalunminigniianiznii
5. EXPT16D 3.5 winnuilluaidasdaand

Mean Std Dev Cases
1.  EXPT12D 3.2500 8697 40.0
2. EXPT13D 3.0750 .8286 40.0
3. EXPT14D 3.3500 .7355 40.0
4., EXPT15D 3.2500 9806 40.0
5.  EXPT16D 3.3500 7355 40.0
N of Cases = 40.0
item Means Mean Minimum Maximum Range Max/Min Variance
3.2550  3.0750  3.3500 2750  1.0894 0126
ltem Variances Mean Minimum Maximum Range Max/Min Variance

6973 5410 9615 4205 17773 .0306
Reliability Coefficients 5 items
Alpha = 8601 Standardized item alpha = .8689

Qe 2 L)
n33uilaanmslaguins - nszuanms




RELIABILITY ANALYSIS - SCALE (ALPHA)

N o & ub

PCEPTO1D
PCEPT02D
PCEPTO3D
PCEPT04D
PCEPTO5D
PCEPT06D
PCEPTO7D

PCEPTO1D
PCEPT02D
PCEPTO3D
PCEPT04D
PCEPTO5D
PCEPTO6D
PCEPTO7D

N of Cases =

item Means

1.1 nezvawmsnsidayainammiuizuy

1.2 nIzWIUM I ORI IBUTAAR

1.3 n3zuaUnIAITszA e &zean

1.4 pyzvumsmstiszaliing e

1.5 n3zuauniImsiazdnldine gnass

1.6 m:mun’nﬁauﬂqga%’nmﬁaﬁammuﬁmmﬁuu%’au

1.7 ns:u’mn’rs*ﬁauﬂ’qo%’nmﬁfﬁaumumomunmﬁﬁ'ﬂ%mu

Mean Std Dev Cases
3.3846 6734 39.0
3.5385 7896 39.0
3.5128 8231 39.0
29744 1.0384 39.0
3.1795 .8847 39.0
3.3590 7429 39.0
3.5128 .7905 390

40.0

Mean Minimum Maximum Range Max/Min Variance

33516 29744  3.5385 .5641 1.1897 .0433

ltem Variances

Mean Minimum  Maximum Range Max/Min Variance

.6846 4534  1.0783 .6248  2.3780 .0405

Reliability Coefficients 7 items

Alpha = .8976

Standardized item alpha = .9018

n'l's%'uf{lﬁ'mnnﬁ‘lﬁ‘u?n'ﬁ — ANHMINIINIBAMNITUINIS
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RELIABILITY ANALYSIS - SCALE (ALPHA)

1. PCEPTO8D 2.1 mmsﬁ'uaag'lumuqﬁﬁaﬁﬁuaﬁn

2. PCEPT09D 22 mmﬂ’hmag‘luﬁ’lm'?'iﬁmma:mn'lun'mﬁuma
3. PCEPT10D 2.3 ﬁuf‘imu’luguﬂu‘%miﬁmmazmﬂamﬂm
4. PCEPT1ID 2.4 myanusamsluanudfienaudanina
Mean Std Dev Cases
1. PCEPTO08D 3.0513 1.2763 39.0
2. PCEPTO09D 3.0000 1.0761 39.0
3. PCEPT10D 3.2051 5221 39.0
4. PCEPT11D 3.2564 5486 39.0
N of Cases = 40.0
Item Means Mean Minimum Maximum Range Max/Min Variance
3.1282 3.0000 3.2564 2564  1.0855 .0149
Item Variances Mean Minimum Maximum Range Max/Min Variance

.8401 2726 16289 1.3563 59752 4453
Reliability Cosfficients 4 items

Alpha = 6676 Standardized item alpha = .7087

n133ulaeinmsizuing - wiknew

RELIABILITY ANALYSIS - SCALE (ALPHA)

1. PCEPT12D 3.1 winswlidayafidnleldine
2. PCEPT13D 3.2 wwl’nnugumm‘l'«a'lﬁeiagnﬁ'}
3. PCEPT14D 3.3 winOminindaauiumaanuanw



. 4. PCEPT15D 3.4 winsmuianumusolumuidgmiawizmin

PCEPT16D 3.5 wﬁmmi’r”lm%’%wiaﬁnﬁ'\

Mean Std Dev Cases

1. PCEPT12D 3.2051 .6561 39.0

2. PCEPT13D 3.2564 7152 39.0

3. PCEPT14D 3.3590 7429 39.0

4. PCEPT15D 3.2308 7420 39.0

5. PCEPT16D 3.2564 5946 39.0

N of Cases = 40.0
item Means Mean Minimum Maximum Range
3.2615 3.2051 3.3590 1638  1.0480

tem Variances Mean Minimum - Maximum Range

4796 3536 5520 .1984  1.5611
Reliability Coefficients 5 items
Alpha = 9153 Standardized item alpha = .9165

r- | L -
AMUNIND TDINNITIBUINIT - NTZUIRNNS

Max/Min Variance

.0034

Max/Min Variance

.0074

RELIABILITY ANALYSIS - SCALE (ALPHA)

SATISO1 4.1 nazwwmshidayainmsiiuwizuy
SATIS02 4.2 nyzuawmsmeiiszifoutaian
SATISO3 4.3 nizumytiszdn 191y gzaan
SATIS04 4.4 nazvunmitiszanlde sasa

O & L o=

SATISO5 4.5 N3zUIuNITszan g andag
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. o [ o, o = [y
6. SATISOB 4.6 nT:Uquﬂ'\'f‘HENU'I'EJ'ST]B'TYI‘EBULK‘HHNﬂ'J'INLTEJUTBU
' o ~ A o e
7. SATISO7 4.7 ﬂ‘izuqunﬂﬁ‘ﬁﬂuﬂqﬁ;wl?ﬂﬂqﬂ‘ﬂﬂﬁll.‘]]'&l@ﬁﬁﬂ']&ll']ﬂ']ﬂu@'ﬁlnﬂ

Mean Std Dev Cases
1.  SATISO1 2.9750 .7675 40.0
2. SATIS02 2.8750 7574 40.0
3. SATISO03 3.2500 .8987 40.0
4.  SATIS04 2.8750 9111 40.0
5. SATIS05 3.3000 .9923 40.0
6. SATIS06 2.9750 .8619 40.0
7.  SATISO7 2.9000 8102 40.0
N of Cases = 40.0
ltem Means Mean Minimum Maximum Range Max/Min Variance
3.0214 28750  3.3000 4250  1.1478 0320
ltem Variances Mean Minimum  Maximum Range Max/Min Variance

7407 5737 9846 4109  1.7162 0217

Reliability Coefficients 7 items

Alpha = .7662 Standardized item alpha = .7623

AURIND IRVINATITUIAT — ANBREABATINNITUINNT

RELIABILITY ANALYSIS - SCALE (ALPHA)

SATISO8 5.1 mm‘:ﬁ’uaag‘luzhmgsﬁmﬁﬁ'uﬂﬁ'ﬂ

SATIS09 5.2 mmw‘hmag'luﬁ'na'?iﬁm'ma:mn'lumnﬁuma
SATISI0 5.3 ﬁuﬁmﬂiug,mﬁu‘inﬁﬁmwﬁ:mﬂﬁmﬂm
SATIS11 5.4 msanussamuaianuulanina

PN =



1. SATIS08
2. SATIS09
3. SATIS10
4, SATIS11
N of Cases =
Item Means

3.2875 3.1500  3.4500 .3000  1.0952 0190

ltem Variances

Mean Std Dev Cases
3.2000 .8533 40.0
3.1500 9213 40.0
3.4500 8149 40.0
3.3500 6622 40.0

40.0

Mean Minimum Maximum Range Max/Min Variance

Mean Minimum Maximum Range Max/Min Variance

.6699

4385 .8487 4103 1.9357 .0297

Reliability Coefficients 4 items

Alpha = 7198

Standardized item alpha = .7277

AMIUAIND IRDINNITIHUINIT — WD

RELIABILITY ANALYSIS - SCALE (ALPHA)

o s o

SATIS12
SATIS13
SATIS14
SATIS15
SATIS16

6.1 wﬁ'ﬂmu'lﬁiagaﬁlﬁﬂavlﬁ&w

6.2 wiinnuquaia1laldgdagné

6.3 WINNUININENFDUTUAILAVENN

6.4 winmufinnuaansalunmsuignianizniy
6.5 winnuiiluaidasiagne
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103

Mean Std Dev Cases
1. SATIS12 3.0000 .8165 40.0
2. SATIS13 2.9250 7970 40.0
3. SATIS14 3.0750 .8590 40.0
4.  SATIS15 2.9500 9323 400
5. SATIS16 3.1000 F779 400
N of Cases = 40.0
ltem Means Mean Minimum Maximum Range Max/Min Variance
3.0100 29250 3.1000 1750 1.0598 .0058
Iltem Variances Mean Minimum Maximum Range MaxMin Variance

7028 6051 .8692 .2641 1.4364 0111

Reliability Coefficients 5 items

Alpha = .8552 Standardized item alpha = .8569
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