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Kanlayanee Mudnurak. (2008). Customer behavior and satisfaction toward service centers
provided by Mobile phone HUTCH (Hutchison CAT Wireless Multimedia Limited) in
Bangkok Metropolitan area. Master's Project, M.B.A. (Management). Bangkok:
Graduate School, Srinakharinwirot University. Project Advisor: Dr. Supinya

Yansomboon.

The purpose of this research is to study on relationships between behavior,
satisfaction, a tendency of using service and a tendency of recommend to other people
toward service centers provided by HUTCH (Hutchison CAT Wireless Multimedia Limited) in
Bangkok metropolitan area. This research studies on the demographic factor, the customer
service personnel factor, the service center factor, the service process factor and the
service categories factor. The samples are 400 customers of service centers provided by
HUTCH in Bangkok metropolitan area. The data collection tool of this research is
questionnaire. The statistical methods to analyze data of this research are percentage,
mean, standard deviation, t-test, one way analysis of variance (One-way ANOVA) and

Pearson Product Moment Correlation Coefficient.

The research revealed that:

1. Customer’s behavior mostly showed that male, an age between 31 -35 years
old, bachelors degree, working as office workers, averaged income between 10,001 —
20,000 Baht per month and using service HUTCH mobile phone at 2 years ago.

2. Customer’s behaviour mostly showed that the highest media which customers
received service information were advertising billboard. Type of service was bills of payment
average usages service 1 times per month and waited for the service’s less than 10 minute
per times on weekday at 5 pm — 8 pm. Mostly customer’s never used service maintenance.

3. Customers’ satisfaction of service staff and shop service that aspect was at high
level. Customer’s satisfaction of service process and type of service that aspect was at
moderate level.

4. A tendency of customers’ behaviour toward tendency will be use service in the
future at might be use service level. And tendency of customer behaviour for
recommendation at uncertainly level.

5. There was statistical significant difference level at 0.05 for the satisfaction in

service, process of service that difference from customer’'s gender and mostly was male



6. There was statistical significant difference level at 0.05 for the satisfactions in
type of service that difference from customer’s age.

7. There was statistical significant difference level at 0.05 for the satisfaction in
process of service that difference from customer’s education, customer’s occupation,
average income per month.

8. Customer’'s behaviour of amount usages per month that correlation with
satisfaction service of staff shop, type of service and process of service that there was
significant difference level at 0.05 and moderate correlation at same as direction.

9. Customer’s behaviour of waited for service that correlation with service staff of
shop there was statistical significant difference level at 0.05

10. Customers’ behavior to be served by HUTCH service centers (Hutchison CAT
Wireless Multimedia Limited) in Bangkok metropolitan area in aspect of the averaged a time
of waiting to be use relates to the tendency of customers’ behavior to be served by HUTCH
service center again in the next time at statistically significant level of 0.05 and the
relationship is in the opposite direction at low level. But the averaged period of waiting time
to be served at HUTCH service center relates to the tendency of customers’ behavior to
inform other people to be served by HUTCH service center at statistically significant level of
0.05 and their relationship are in the opposite way at quite low level.

11. Customers’ satisfaction to be use service in aspect of the service categories of
HUTCH service centre relates to the tendency of customers’ behavior to be served by
HUTCH service center again in the future at statistically significant level of 0.05 and the
relationship is in the same direction at low level. But the customers’ satisfaction in aspect of
the customer service personnel and the service center relate to the tendency of customers’
behavior to recommend to other people to be use service at statistically significant level of

0.05 and their relationships are in the same way at quite low level
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Relationship Marketing. New York: New York.
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nsasuaywnsiivInslasliiiansinuiianu duiiy tveafsanudwelaldn
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2. MIAANANEuan (External marketing) JunsltiaTaslianamsaanaiiva i
vimagndlunisdaiaioansliyins madmuanan madadmie weznsliuinisun
ANAN
o v
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amnw vinsldidungetie inadulusmenguslduinsiugnédr andrazueniunialal
tg, 1 v U a v A =) v 1
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indauanedizasuinradnaautaluanuiinuesgndr manawIgunIn mslwuSmsd
wilaniduistumansnrldluansmzens g ot

AMNWMIIALINT (Service  quality) éaﬁwﬁaﬁmﬁﬂumm%ammLmﬂ@mmaa
p3nanIliuInig de m‘s%’nmszé’umﬂﬁu’%msﬁmﬁandwjLL°3ja°ﬁ'u lagiauagmnInms
TWuinsmugndranandsld dayasdne 9 Lﬁmﬁ'uqmmwmﬂﬁu‘%miﬁQﬂﬁwﬁaomi azld
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waladanldsuluasfiandasms (What) iomndanudosnis (When) o sl fitan
@84n13 (Where) ‘Lugﬂuuuﬁ'ﬁaoms (How) %GI@Uﬁ?vlﬂvlﬂ’j’l‘h;iﬁ’i]LL‘lJ‘iJ16]ﬁ(§l’l§J§]ﬂﬁ’]ﬁ]$1%
LﬂWVT@ia"lﬂf:ﬁmimﬁﬁdQmmwmaamﬂﬁu‘%mi

1. USmMINhaua (Offer) lagaInanaNuaaniszesgnd Fatlsznaudae 2
Usznsha (1) ﬂ’l‘ﬂﬁ’ﬂ%miﬁug’lmﬂwg@ (Primary service package) (2) ANBUSAIIALSNNT
\&34 (Secondary service features) Lol usmsfinemstiiatialduannieanusns
Nugrurialy

2. NMIFINBUUINNT (Delivery) ‘ﬁﬁqmmwaﬂ'waﬁ%auavl,ﬁmﬁaﬂﬁ@jLL°3J\1°ﬁ'u lasnns
AAURBAIANUAIARIY qummwmﬂﬁﬁmwaaQ"u‘%lnﬂ mezl,ﬂ"’mmﬁUuu%msﬁ%'ufﬁ'u
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3. mwansl (Image) nMssdsnmaneaiiwiuusEnfldusinslasandodysneal
(Symbols) %38 @3Fue (Brand) lapandoiaiasdanislasonuas s maununiuazns
FosIN1IAANaan 9

4. SnHIEEIRWIANTIN (Innovative  features)  tilunstanausnslusnsmeis
u,mmmﬁ@%ﬁ'uLmﬂ@mmrm'%msmaaﬂLLﬂoﬂ'uﬁ";"lﬂ TUDITIRINTORITIANUANAI b
MUNIWAN BN AN HOILAZA TR

= (3 =

q'a H [ Aa o [ (%] 6 v a
mwj:’mv[ﬂl,ﬁmnu USHN aNBaW Traf 1I31ad Naadny 06

Lﬂuu‘%ﬁwﬁLﬁ@ﬁnﬂmﬁ'mnmzmw USHN USHN nan InTauman $10a (NAITw)
(ﬁﬁ@muﬁaﬁu‘lumw N8N 32 % LLazﬁaﬁuluuﬁumaawﬁfﬂaﬁu N.8.9. 3 %) NULIENTNT
ful3ar daaNLae laads 371a (ﬁé’@muﬁaﬁu 65 %) Lﬂuu%ﬁ’ﬂﬁﬁﬁLﬁugsﬁa]ﬁmﬁami
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ANIENAUNITAIRAITARIALALUTHN INTaW TLaf ILag daantay 310a duiln
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AasuSHn anddn draf lhdiaa Sanfide s1na (&bnanlvial)

fios: 1768 oensneduiin manes e woyIaalnd 1anztl Fap719 N3
10310

Insenwy - 0-22521260, 0-26550711

Insms :  0-22521104, 0-26550708

Email address : contacthutch@hutch.co.th

Website : http://www.hutch.co.th
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(Dynamic) waziiulalA7ifaa (Three dimensions) uaaguﬁﬂsjmlﬂa JenugunauwIn uaz
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wonnuws lRes T umdafiazidanianis
ANNRYNAELNILALT LL@iEl'ammammulﬁu%mwaaLs’]ﬁﬁ”’am’magﬂLLaﬂ%ﬁﬂ@”ﬂzm

fuUse@nTnnwale (Fun & Functionality)


http://www.hutch.co.th/

37
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athavanzay Treldmansnlfiuwuainedldagraduszainsawi T szun COMA 221433
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1. Open
1.1 Listen to others views and keep an open mind %'Uﬂdmwﬁmﬁumaoﬁﬁua%imua
1.2 Offer and welcome constructive feedback LanlalAuazBudsudadv
1.3 Take responsibility for your actions JuRevaulumInszvinvasauiad
1.4 Share information freely but responsibly lﬁmsmtywmlummamﬂﬁﬂu"ﬂaga
2917813
1.5 Be approachable for colleagues, customers suppliers and partners uiiasnu
BTN anen u,a:;jﬁl,ﬁmﬁm
2. Simple
2.1 Simplify processes and language. IUIANTZLIBNI TN LLa:‘L%ﬂ’]H’lﬁLﬂT’ﬂﬂ
Nall
2.2 Be clear in your communication %iamiazi’m%'@wu
2.3 Be concise, always ‘getting to the point’ “a33Usz1au” lidandau
2.4 Focus on top priorities and use time effectively éﬂﬁummé’]ﬁzymawml,l,az
UInsnaed sl /T
2.5 Make things easier for each other lﬁﬂamiduﬁa%dﬁuuazﬁu
3. Positive
3.1 See the beneficial attributes of any situation sadlanluud@lunnaniunisal
3.2 Be forward looking and embrace change u/ad lUTsnsnuazns NIy Auaw
Wasuulaa
3.3 Be bold ﬂﬁﬂLLﬁ@]dﬂ’)’]&lﬁ@]Lﬁ%
3.4 Propose solutions, not issues. Lawanauidym talsue e
3.5 Demonstrate a ‘get it done’ attitude and plan for success L%aﬁuiﬁ “GaIrinle”
LAZNIUN W WIAET
4. Creative
4.1 Have the courage to step into the unknown nénvnFalna
4.2 Challenge convention in a healthy way Mmelunagigsse
4.3 Be imaginative with solutions and ideas lE3uaumsiunsaanaznidiaey

4.4 Push the boundaries of current thinking ldfiafianunsauaNuAaLan
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4.5 Work with others to find the best solution for all ﬁauﬁaﬁuﬁaﬂsﬂmﬁgaqmaa
AN
5. Human
5.1 Be aware of your shadow and work to be the best you can be.ﬁ’]édﬁgﬂﬁaﬂﬁa
“7]'@2(@
5.2 Appreciate those around you. Lﬁuqm@hmauﬁauiamm
5.3 “Be here now” for others.“l&l3” Lﬁa‘i’m\‘i’luﬁ'mﬁu
5.4 Respect individuals and their differences.Lmswmmﬁ@Lﬁmaa;g'é"uuauﬂ@h%'u
Fefiuaneng
5.5 Learn from your mistakes L%Eluj'mnmmﬁﬁwaw
6. Passionate
6.1 Be enthusiastic in everything you do._ﬁ’]ﬁﬂédﬁ’;ﬂﬂ?’]&l&jdﬁu
6.2 Enjoy work and have fun.83nnun13vings
6.3 Work energetically to understand and deliver to customers.Lfl’ﬂﬁ]Qﬂ@T’]LLM
IWusmdsanunsziasos
6.4 Believe in our success. L%aﬁ"ulumwﬁﬂﬁwaaadﬁﬂi

6.5 Champion the company vision Liluguddalumahuisnlugaanans

4 6
NagNSaIANT
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)
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6 Talaun

1. et ldun inemouazinands Mszaunsiadeyaidudszinnuudyga

(Nominal scale)

2. a1y WazaumyiadeyaidulszinnSusidu (Ordinal Scale) lanfmnuatig
) (mm"?wmé'slqimﬁ'ﬂﬁﬁm%sw. 2542: 110) fuI At

ANUNINIVDIOUATANATY = iagaﬁﬁ@hgaq@] —ﬁagaﬁﬁﬂ'w‘hq@
FAIUINTY
a v g; d‘y =1 Y g 1 < o ) 1 | 1

N8 39% 3916 b 298¢ aﬂm'sLﬂ%LﬂMMﬂ%ﬂﬁﬁﬂﬂﬁu@“ﬁuaaﬁq Tagutisaantilu 4 179
o
A%

S PNGRI = 40 - 20

4
= 5

o

I@]ml,am*’ﬁqamq*’naamjwéﬁarjwﬁlﬂmmuaaumu 99

1. §1n91 wIawinnu 25 1

2.26 - 30U
3.31 -35 1
4. 31357

3. FLAUMIANEN l%izé'umﬁwﬁa%laLﬂuﬂszmwﬁmﬁwﬁu (Ordinal scale)
I@mLam‘*ﬁNixﬁumiﬁﬂmmaaﬂ@;uéhau’nﬁlﬁuuuuaaumuﬁaﬁ
1. fanvsewnniudsouAnuaaudn
2. ussNEnwIaawda/ Ul

3. antAnn s
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=

4. Bynes

a

5. ganiwﬂ‘%wmm

[

wa

4. VTN lﬁs:ﬁumﬁ@‘*ﬁagaLﬂuﬂizmwmuﬂ'mumm (Nominal scale)

o

IcﬂalLLammiLLLiaﬁ'ﬂHmwaaﬂ@;uﬁaamoﬁlﬂmwuaaumuﬁaﬁ

[N

TIINTANI/ WININUIFITNAT
NUNIULITEN
qsﬁad’mé"s / L%ﬂmaaqiﬁamué’a

2

3

4. BNSEW WNANEN
5. wlUw Watu
6

A 9 1109 o

5. Mulddaifen lfzdumyiadayadudszinni3osdrau (Ordinal Scale)

v
Y A

lasmsiwuazneld @mInmaoglanipsssandne. 2542: 110) duwaneldasds

ANMNNITNVDIOUATANATY = %Haﬁﬁmg\‘lq@ - ia;&aﬁﬁm@‘hq@
FAUINTY

a v g: dy =3 v o £Z d' e 1 | o 1 (%
NN78ATI% 39 be k9 laafuasnanduin st N1t nuwa9ele lag
widaandu 4 B39 a9l
19518 beY

50,000 - 10,000
4
10,000

TAYULEAITII sl"L@i”@iaLﬁaumaamju&haﬂwaﬁlﬂmmuaaumué’aﬁ

1. ¢rnwIelrinsy 10,000 LN
10,001 — 20,000 LN
20,001 — 30,000 U

A w DN

4NN 30,001 Ul
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6. wwuznmmaidugndr  Tansaiduuuusaunwlmoda  (Open-ended
question) l¥myiadayatszinndamaiu (Ratio Scale)

§ui 2 LLuuaaumuLﬁmﬁ'mTa;&a%%'ﬂwqamiumﬂ'*ﬁu%mﬂaaﬂ@;uéhaﬂ'n Al
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21 uuufildanasSauuy Rating Scale 189 Likert (Method of Summated
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fMAauLAe 1wn 2 78 lasudadu 2 dsziandany
2.1.1 LﬂmmuaaumuﬁLﬁmﬁ'um‘sf%'ﬂl,l,a:msvlﬁ%'mmm‘smsu‘%mi

e €

Y9IFIWNIW UINIINIANTILARauNang I@y1°ﬁixé’ﬂﬂﬂii'@°ﬁa§aﬂi:Lﬂﬂ5ummﬂ (Interval

= o = IS 4 o dgj
scale) # 5 321 TN sing AL A9l

NNNZA 5 AZLUU
Pt 4 AT
U1unang 3 AT
v

Tinel 2 AU
o

Upengn 1 AZLUU
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e Qo 1 lﬁ! I3 dl ] tﬂl I et v
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=
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340 _ 420 WUNLDI 3N

260 _  3.40 Buune  thunand



54

180 _ 260 WL Way
100 - 180 winely  dasfiga
212 WWuluugaua Nn AL nUATITUINITU098719N9N% UINNT
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1 WU Talrusnisusinan / luandaniwan

Lﬁammawﬂ”agaua:mmwommﬁuﬁa a:sl,*’ﬁﬂ:Lmumﬁwadmjuﬁmﬂwm
NTMILTALANND AIDTMIAIWIURIANNNTIVIUATANATH (Interval scale) lﬁgmvlﬁ

a9k (Napn niadilyan. 2542 :29)

I= A2UNINVIAUATNAT (ATUBUEIFN — AZUUUAIEA)

FAUIUTU

1l
()]
|
—

s

ﬁ]’mgmﬁwﬁummin@ﬂ mmsﬁmmﬂammvﬁm BUBIAZ LY A9Th

4.21 -5.00 AU TFuUSnsusnen / vandausinan

3.41 - 4.20 RUNB 8133z 15U3N3 / vanda

2.61 - 3.40 HalLE laiusila

1.81 - 2.60 VYGIGK! ez ldlgusns / lduende

1.00 - 1.80 R8N ladltuSmsusiven / laivandauinau

<
3. msmusau‘swﬁ'm‘ga

o

mmﬁmamw%;&mﬁaﬁwﬁLm‘ﬁzﬁ :’3 EJVL@T °1LﬁumiLﬁumwﬁ'umamiavlﬂﬁ

3.1 uwasdayalgundl (Primary Data) {9 ldvimy duuusauay lUnaraudn
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a a
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UM NI nwpeIsguazianay laun nii§en1933n1s unany Ineiinus uas

a v n; n; v dl Y & o = a v g; d‘v
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2.MINIIAF (Coding) 'v‘;’]Lmuaaumwﬁm’mgﬂﬁawﬁ’;maﬁﬁa

v o v dl g v o =
3.miﬂi:mawamaga‘mmagamawaummuuﬂﬂLLazﬂs:mawaimlﬂﬂmmu
é’nﬁﬁlgﬂ SPSS for Windows Version 14 (Statistical Package for Social Sciences) For

Windows Lafmaensatidraidayanaznasaausfigi

aa a 6
5. &GN kg lwmsIaziays
1. adanugw laaly
1.1 mMIwaan@atauas (Percentage) Lﬁaliuﬂamm%mwao‘ﬁagmm 9

lagldluuuusounugiui 1 laolfgas (ynyw fiazena.2538:101)

P=f x100
n
A ' ~
Wa P LN ANASLWULDRE
f LN NRIINVDINSLUUNIRNA
n 878 mm@maamjwéf’msm

a A

12 eacunwiady (Mean) SRIUNTUATIERFDALTINTIIMUN (Descriptive

Statistics) 1NalinTuisanwaeAuguasiioyn (aen Nikadlnyn. 2545: 39)

J— ZX
X ===
n
a e ! a
L8 X LN aecllbiblang
> x LN Nﬂi’!&]“ﬂ@dﬂZLL%%ﬁdﬂ&l@

n LN muwmaansﬁiuéﬁama
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1.3 audoalununaigs (Standard Deviation) ld&wsunsdianzisiiaiss
T .y - v S] o & v ~ 6
WIIWU (Descriptive Statistics) Lwalﬂﬂiwunaaﬂumzwugﬁumawa;&a (TF3 2AIAUL. 2541
: 65)

We SD. unu  AndsauninaIgIuaInzLnuNgNAI0EN
2 < o o
(Zx) WNU NATINTBIATULUUNINNALNTINAIRES

2 ' o o
2x ENW HRIVUVBIASHUULLARSAIBNNINIRD

n LN muﬁmaaﬂq’wﬁaama

2. aﬁﬁa‘im%’umﬁLﬂ‘nzﬁqmmmﬂ%aaﬁa
2.1 menanusaia lavadiaTadile (Reliability of the test) lagla3inen

asauiauaad (Alpha-Coefficient Cronbach) (Nagn MNATEHUYT. 2546 : 43)

o = k covariance / variance

1 + (k-1) covariance / variance

Wa k WNY IWIBAINN
Covariance unk  Anadgvadandtlnuznidniudy o
Variance uWnu  aadsvadawlsUTintasdnay

3. adGFEAIUNATIUANNATIN
31 wWisuisuanuiiwelavesgndrdansuinvesdinauging
M1 UiE dngau feft hiles dadilids dria szwinsenadvnanguadne 2 ngu lag
AN t-test Lﬁ@mmmmﬁﬂm memmummLmeﬁh\wdemumumﬁlmmﬂ@uﬁfmﬂw

2 ngu 1edanUEn ULz ansAanilua1u Inel9485 Independent  Sample t — test

(WTes 1NRAIE. 2541 : 80)
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) t wnu AadandRatsanl t- distibution

X, X, Wiy mm@'wmﬂ@w 1 LLZ\]vﬂ@NVl 2 MINAAL

§°, S,  unu mm’mLLﬂa‘ﬂmummﬂ@juﬁfmmw 1 LATNQNARDENS fio
AINANAL

N, N, WY IWREINENFRALNTUNGNT 1 LAZNgNN 2 AMNATAL

3.2 Lﬂ’%’:ﬂuLﬁmummﬁowalwaagnﬁwiamiu‘%msmaaﬁ%’]ﬁfmmﬁ%msmm
USHNINTFW TLafl 13 NaaNLa 3100 i:mfwﬂ'wLaaﬂmaaﬂ@;uﬁaamamnﬂdw 2 nau
lagmsiaTeianundsuIunmaden (One way analysis of variance) ﬁﬁmmﬁnﬂgm

(aen Moy, 2545:293) garaait

A9 2 URAIMIILATZAANNLLTUTIRNL@E7 (One-way Analysis of Variance)

wradaunlsUsn df SS MS F
TNINNGN(B) k-1 SS ) MS.. SS 5,
) =
k-1 MS 5,
mulunguw) n-k SS ) uS _ SSu, MS
w) =
n—k
374 (T) n-1 SSr)
B _ MS,,
MS(W)
e F o ounw  d1adanisRansanls F-distribution

df unw  Tuwisanududas: laun sewinangy (k1)

waznolunga (n-k)

k Wk wunguseImsgiImasauaNNazIw
n UN%  FIUIUAIDLINIRNG
SS W% WATINANRIFBITZRINNGY

(Between sum of squares)
SSyy  WNw Nas’mﬁﬁé'aaaamzflumju

(Within sum of squares)
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MS, wnu dndszinmrsianuudslainseninngy

(Mean square between groups)
MS,, W @hi.h?:mmmaamwuﬂiﬂimmﬂuﬂ@;u

(Mean square within groups)

o o

ATTINLANLANFANND LN A ATUN A D RAZNINTATIRADUAINNLANFALTI U8

o

1 1
o o S| o

NeeAUTRdATYMNATRAT .05 vidaseAumNNITeNY 95% Tnaldgnsmnas Least Significant

eD_

Difference (LSD) \anlsauiisuaeatngusancing (faan ondadiiyan. 2544: 333) ldgms

o

X
U

N I 1
n.- n.:
L
o
Tnei n, " n
daf ., =  nk
e LSD  unuen rasnatEdATNAlAA UILNgN faetg ngud |
LA |
MSE  nuAn Mean Square Error (MS )
k WNUAN ANUIUNGNTBIFIRL W N AaeL
n WNUAN TUIATBINQNFIBENS
o unuA" AYINARALAREY

3.3 mandsuunnwuusaumitdunetalesltanfansunuiatnsdinavadiNg s

& (Pearson Correlation Coefficient) (31385 Lﬂ@laoﬁ.2541:70)

Y, = nxy — (2 x)(2y)

\/ [n Xx*— Xx)]MX y* - Cy)’]

Wa  n LN mmmmadﬂéjuﬁ’;ama
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DXy WNu HATINTBINAN IR ITWINITaYRIINAILLT X WAz y
DX unu HATINYBITBYRNNAULT x

Dy unu HaTINTDITayANG T y

S unw HATINBIMNAIFBIVBITDYRINAULT X

DV unw HaTINTBIMAIEBITITaYaINNaINLT y

Y

Qo a Qf Qs L
vy WU RUUSEENDRWRNAUT

1
a

TnenANAuLTANTANANRUS azliANgeudng -1 < r 1 ANUNNEYR9AT T
(Waen anfieediToyoyn. 2547:350-351) An

AN 1 EUAL WAR9TT X WAL y NANNANAUS AN amsaniudu

AN 1 luLan BaRdn X WA y HANANRUS WAAN QA9

A ¥ 4 =X = o o a = o =
1 r mAndINg 1 nunede x e y LAuduAUS AN ahaaiulasil

D

v o

ANNANAUSTIWNNN

g1 r TAdnlnd -1 wmnehe x war y Januduius luiAniepsednuiuiazi
ANNANNUSUNIN

11 = 0 uanadn x wae y luimuduiusiu

1 r i 1nd 0 wamadn x way y NANENRUsuTee
NEUFNTUUAAMNUNLAN AN FTZANTAUANNUS (A1NA ATEINENUUA.2542:508)
Andul sz Anaaniug (1)

0.01 - 0.20 flAvuduugaguszALmN
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0.41 - 0.60 HAvudnRusat luszaALunan

0.61 - 0.80 HAnudniuses lusziuAaudnegs

0.81 - 1.00 Mo udNuta luszALgs
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