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Nutthapong munjai. (2011). Service Quality Affecting Service User’s Satisfaction in Mobile
Telecommunication Networks in Bangkok Metropolitan Area. Master thesis, M.B.A.
(Management). Bangkok: Graduate School, Srinakharinwirot University.

Advisor committee: Assoc. Prof. Supada Sirikudta, Assoc. Prof. Dr. Nak Gulid.

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 mobile telecommunication networks users as follows: female users
are less satisfied with service than male users; students are the users group with the least
satisfaction; users with average income between baht 30,000 - 50,000 have satisfaction less
than users with other average income and users with higher degree than bachelor degree
have the least satisfaction toward service.

Service quality in category of image(X;), economy(X;), technical quality(X;) and
reliability(X,) is able to predict consumers’ satisfaction toward mobile telecommunication
networks using (Y) with statistical significance of .01 levels. It can predict with 52.9 percent

by the equation: Y=.991+.225X,+.197X +.159X,+.111X,
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D

o

Ny WU AN1IUTRINGH Fae1ed 1

b

Ny UMW AUIUTRINGH Fae e 2

VWU Ui ANl e dsy

46

3.2 anAn1TATeiANKLslIInIuALe (One-Way Analysis of Variance) Wil
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)
MS(W)

e F  unu Aanan nansoun lu F-distribution
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SS g, Wni HATINNNRIAB7EMINNgH (Between Sum of Squares)

SS,,, Wnu NaaNnaNaeInelungu (Within Sum of Squares)

MS g, Wni AlszanuNsI89ANKLTLTINTEMd NG (Mean
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panenalagldisnng Sum df Mean F Sig.
FaNI3 LN T INT AN of Square
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B39 20 WAAIKANTINAGRLANANILTsuaasanala disnssianisldusnig

adnipdaun FuselssaLnal

Auienalagldisnnssienns  Levene Statistic df1 df2 Sig.

F13n 9 Tnsdnsiaaaun

ATUANHIUZNWNNNLNN 2.557* 4 395 038
Fupuideteld 2.255 4 395 063
ATUNTAALIALANAE 9990159 1.577 4 395 180
Aun1sdnneanla 929 4 395 447
Fupnuilalg 544 4 395 704
ATUNTNANEDL 1.856 4 395 17
ANUATININNNNATIA 876 4 395 478
AruANLsEndaLazAN 748 4 395 560
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* W@ Atyn19adanIzaL .05
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wWeeueudadan (Multiple Comparison) Tagld3gnageLuuy Dunnett's T3 ian191ALRAE

Alataunnsneiveena g Ay eadianszaL .05 AE199 25

N3N 21 wanIANUANFANTaasaRianalag ldisnssianisldisnsinsdniiinaeni

anunaNandw InelFanm F-test

pruenalaglduinng sum df Mean F Sig.
AN ILINT NI AN of Square
Lﬂ?ﬂlﬂu‘ﬁ Squares
Fupanuidetield Between  14.348 4 3.587  2.307 058
Groups
Within 614.089 885 1.555
Groups
Total 628.437 399
ANUNNIMBLALBIBEIN Between 14.751 4 3.688 1.853 118
99AL59 Groups
Within 786.039 395 1.990
Groups
Total 800.790 399
sunsdnneasla Between  33.654 4 8.413 4339 002
Groups
Within 765.936 395 1.939
Groups
Total 799.590 399
Fruprsdlaly Within 19.704 4 4926 2.885*  .022
Groups
Total 674.536 395 1.708

Total 694.240 399
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A9 21 (5|)

pouenalagldiEsnng Sum df Mean F Sig.
AN LN T INT AN of Square
Lﬂ?}lﬂuﬁl Squares
ANUNINANEDT Between  23.331 4 5.833 3.563*  .007
Groups
Within 646.646 395 1.637
Groups
Total 669.978 399
ANUAMNINNNNATIA  Between  14.070 4 3517  1.865 116
Groups
Within 745.040 395 1.886
Groups
Total 759.110 399
AUANLsTTdALaY Between  20.558 4 5139  2.253 .063
ANHAN AN Groups
Within 900.940 395 2.281
Groups
Total 921.497 399

AMNANT 21 waANuAnsANivaesauianalaglduinissanislauinng
nedniindaun Aunaldieausepou Iaaldadf F-test annsnesunalaineil avauianala
gldEnssianisldisnisinadnsivaeui duanmenald dunineLauedet9TnEe A

1 A

ANNINNIINATA LAz AuANNssntaLazANANAT AN Sig. Wiy 058 118 116 uaz

063 MINAIAL TININNGN .05 TIuAD BaNFLANNAFIUNAN (H) uar Uiasansgiuses (H,)
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Significant Difference (LSD) FaMN3799 22

N3N 22 uAMHANNsulTaLIEUAYRANEgUIA NN e LA L BN 19sia N9 141N g
Tnsdwiiipaaun dnunisdnivanla suunaumeldedasemau nauFaumausagsoe

A7 Least Significant Difference (LSD)

AN < fandnsise 10,001- 20,001- 30,001- 50,001
Wi 20,0000 30,000 50,000 LW A
10,000 UM 14
UM 4.38 4.58 3.57
4.15 4.95
fandnsitewinty  4.15 - -.22 -420% -.79 58
10,000 LW (.244) (.041) (.277) (.090)
10,001-20,000  4.38 - -.20 -57* .80
U (.255) (.026) (.013)
20,001-30,000  4.58 - -.37 1.00*

U (.164) (0.03)
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A9 22 (6i8)

AN < fandnise  10,001- 20,001- 30,001- 50,001
Winru 20,000 L% 30,000 LW 50,000 L 31
10,000 UM 1]
UM 4.38 4.58 3.57
415 4.95
30,001-50,000  4.95 - 1.37*
UM (.000)

50,001 UM Ay 3.57 -
14l
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FN319 23 uAAKANTsITILINEUARAIEATRIANNIeNe Ll 13N 9siansldENNg
nsAwiimaaun supusiulald aruunmumalfieaasameu InanFaumausagsae

3% Least Significant Difference (LSD)

BTN e fandvide  10,001- 20,001- 30,001- 50,001
Winfiu 20,000 UM 30,000 LW 50,000 L 14
10,000 U 1]
UM 4.59 4.77 4.05
4.42 5.05
Fandnsitewinty  4.42 : o -.36 -.64 37
10,000 LW (.333) (.068) (0.15) (.249)
10,001-20,000  4.59 : %48 -46 54
UM (.271) (.239) (.304)
20,001-30,000  4.77 - -.28 73"
U (.262) (.021)
30,001-50,000  5.05 : 1.01*
UM (.005)

50,001 U aulil  4.05 -

ANA9N4 23 Waifsauiauaanivanelagldisnissenislduinisinsdnsiinaeun
grupudulald aruunaumeliiens wuda fldusnnsid salfean 30,001-50,000 UM

1 1% !
iy eliade 50,001 wm Awhl 80 sig. windu .005 Tetiaandn .01 uunaANdFlduinag

A =

7ift 91e/ldiade 30,001-50,000 un flaanuiteneladldusnisdenisldusnisinedminden
wansnafhumagfugldsnsinme diede 50,001 v 1wl et Fynneadnan .01
nanaRefldiEnsfideeldiade 30,001-50,000 U fpaudianeladldiinissanisldiing
sdwiindeud] Aruanuifiulald snnndnddusnsifiselfieds 50,001 um 3wl Taed

NARNANLRALILYINAL 1.01



92
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wnnangldusnisdselfiaas 50,001 un aul InaduasieAaaningy .73
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Least Significant Difference (LSD)

AT e fandwsise  10,001- 20,001- 30,001- 50,001
Wi 20,0000 30,0001 50,000 LW
10,000 Tt 1]
UM 4.81 5.08 4.24
4.67 5.30
Fandnsitewinty  4.67 , a4 -.40* -.63* 43
10,000 U (.435) (.034) (.014) (.169)
10,001-20,000  4.81 1 o7 -49* 57
UM (.098) (.037) (.056)
20,001-30,000  5.08 - -.22 84**
UM (.364) (.006)
30,001-50,000  5.30 - 1.06*
U (.003)

50,001 U aulil  4.24 i
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FN3N 25 WARINIINAABLIANNLANENNTaIANNINa lag ldFNssan s 1diEnNg

MIFNTARAUN AuuNeAN e leians

Auenalagldisnng Statistic df1 df2 Sig.

FANITLELTNg

Tnsdnsiindeud

ANUAN|EUZNINILNIN Brown- 1.967 4 172.921 102
Forsythe

a g = ] =R Y a 1
MNAITN 25 N@ﬂ’]ﬁ‘QLﬂ?’]zﬂLﬂﬁ‘}ﬂUW}EUﬂQ’mLLmﬂﬁ]’]\‘iﬂ‘ﬂ\‘iﬂ'ﬂNW\‘]W‘ﬂI@Eﬂm‘].lﬁ‘ﬂ’\ﬁ‘m‘ﬂ

A7l AN ANARDLR A1uFnEIENINNENM Suunany Teldiea TaalFnnmagay
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(Hy) uavliasanyRgnused (H,) nuiaaaindd écﬁ%ﬁmiﬁﬁmﬂiﬁmﬁﬂﬁmﬁu AHNINala
fdusnnsdenislduinisinsdniiiadeudl Brudnenznienianan duansnefuednadl

HANATUNNADANIZAL .05
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a

AuFuanan 4 lunnsnasiiuludunsnazinnmagaauANLANe 1995 1d19AN
wilssouaeanguszAunisfnengegaingldadia Levene Statistic TMINKANIMARBLNLIINGN
selframaulanulslamuliunnssiuatinetias 2 ngu (A1 Sig. HAmINNdvzawiniL .05)
farldAanin Ftest lunnsmeasuaanuianalagldisnissianisldiznisinsdniiadaaun 1eq
NNIZALNIANENGIQR WivnNan1sasaLnLINgune lisamawn daAraanuuilslsmuunnsi
Austineides 2 ngu( A1 Sig. AAtenndn .05) fAarldalisn Brown-Forsythe lunsmaseiiaany

] =] Y a ] Y a o o dl dl 1 [ =K
wansngzasA N Nanalag ldUTn19sian1s 1 9UFN s InsANTlAR e UN 1eeNgNIEAUNTANEEI4 R
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TILANIINARBLANN ANz NANNLLTTuaangu e lFFaReulneldania Levene

Statistic LAANAIFITN 26

FIN3IN 26 WARIKANTINAGRLANAYNILsuaasanalal din1gsianisldusnag

nesdnsiindeui AU szALNSANEN494A

ponanalaglduinissiansld  Levene Statistic df1 df2 Sig.

a o o A 4
UTN17 INTANILARAUN

é’mﬁﬂwmzmmwmw 2.588 2 397 .076
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