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ABSTRACT

The demand for a more convenient communication makes mobile service
providers more important. Especially, nowadays customers pay more attention to
network's performance as evidenced by the result of 4G auction which can affect
customer satisfaction and decision making to choose mobile service provider. With the
intense competition and government intervention, customer also can easily switch the
provider. Consequently, improving service to satisfy customer in the changes of market
environment and customer behavior is a critical factor for customer retention and
maintaining long-term market share.

ACSl is used as the framework to study customer satisfaction with mobile
services provider. Thus there are factors related to satisfaction, which are customer
expectation, perceived quality and perceived value. This research uses qualitative
method with 3 in-depth group interview of different customer which are (1) TRUE
subscribers over 2 years (2) DTAC subscribers over 2 years and (3) DTAC subscriber who
switched to another mobile network service after 4 G auction. Data analysis adopted
an approach using analytic induction.

The finding of this study suggests that the expectations which associated
with signal quality and reliability were found to have related with perceived quality of

the mobile network service. Customer expectation indirectly relates customer
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satisfaction through perceived quality. On the other hand, customer expectation
associated with perceived value cannot be concluded. Furthermore, it was found that
perceived quality relates with perceived value and customer satisfaction and perceived
value directly affected customer satisfaction.

The important issue is that the service providers should differentiate their
services by improving signal quality or product diversity, and pay attention to existing
customers by offering privileges which related to their lifestyle, in order to increase
customer satisfaction. By giving them the privileges, providers should focus more on
smaller restaurant or small valued goods as it makes customer feel that they receive
benefit from their provider. According to the sample group, they satisfy with the

temporary privileges, as long as the providers make them feel rewarded and cared.

Keywords: Mobile Service Provider’s Service, Customer Satisfaction, American

Customer Satisfaction Index (ACSI)
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Audviou3nig (Perceived Value) Insnavasaufiswolatuazvinlfgnandingfinssu
nevauesludwInazday Iud Hinns¥eadeu (Customer Complaints) kagtinAINy
235n8nA (Customer Loyalty) (American Customer Satisfaction Index (ACSI), 2016)

1.5.4 AUAIANIIY09aNA1 38 Customer Expectation Ag A15AIANITAIEN
AunwasAudvtouIITesnd1 FuRnluanuszaunisaigulnauilaanouniii uie
ynldfivszaumsniunnou auaanisiuaniniuainnisiigndlésudeyatmansainde
Tawanuagnisuendoanausoudne uenaniimuiannumaniesgnériidsoauduie
USN1SUDIDIANT HUBUIARDNAIY (American Customer Satisfaction Index (ACSI), 2016)

1.5.5 AAMNUBIAUAINTBUINS %30 Perceived Quality Ao Uszaunisal
gulnauilnaduduinisfiiiniuats deasuseifindusieyana (American Customer

Satisfaction Index (ACSI), 2016)
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1.5.6 AMA1YBIAUAINTOUTNT nT0 Perceived Value Ha1unungluida
msnanuazaTvnelFlumsssiduaufioelamuuuusiass ACSI umnsnedugsdl
1.5.6.1 ANUNINEVBIAUAIYDIFUAINTOUINIT M50 Perceived Value lu
Ben1snann fe MsifiuszwineunmesdudvionisuinisiignalasuaTadudunui
andndely Taefivasiuyunianmsiu (Monetary Cost) fumudnunan (Time cost) fuyusu
ANUNENEU (Energy Cost) kagAununisla (Psychic Cost) (Philip Kotler, 2003)
1.5.6.2 ANUMINEYDIAMAYDIAUAMYEaUINT Wi3e Perceived Value

Tlunisuseiliuanuianelaniuwuudiass ACSI AonSEUTENINAUNINUBIFUAINTE

'
a

U3In1sfignénldsuaietuan Fadunnsiadununisnisdumiadu (American Customer
Satisfaction Index (ACSI), 2016)

1.5.7 aufianelavesgnén vide Customer Satisfaction Aeruidnuesgnii
o1a¥anludnunzvosanuduivionnuiants Sufstuainninioufisunadndseming
Uszaunsalldduavseuinmsuazanuaianisuasgnen (Philip Kotler, 2003)

1.5.8 1135938UVBIGNAT 138 Customer Complaints Ao A15UEITUAS
YoaSsuregniniisafududviouinislaeasduszesnaniidesnisdnw daanuiawela
azdwmanssiufunisfoasou duiie mninanufionelanisionseuieziintudes
(American Customer Satisfaction Index (ACSI), 2016)

1.5.9 AmRadnAnfivesgndn wie Customer Loyalty fie anudustusiignénd
ReIFNITNTBIAYSENOUBLUDIBIANT 1L WUSUA N13USNS Aud n1shndedoans sy
(Dick and Basu, 1994) Taguwuus1aes ACSI 9¥Useiiuaanuaeindniiainnisdesn
(Repurchase Likelihood) wazniseousulunisiudeuwdassian (Price Tolerance)

(American Customer Satisfaction Index (ACSI), 2016)
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AINUNIUITIUNTITU

Y aa

n1sfnwses “anuiianelavesgnanidenisivuinisiaIeiielnsdniiadoun”

=

fAfulddunfuudnuazrunaaidefiAvdeatumnsdioneladeiolud
2.1 American Customer Satisfaction Index (ACSI)
2.2 Thailand Customer Satisfaction Index (TCSI)
2.3 uTeTiedeq

2.4 ASAULUIAAIIUIY
2.1 American Customer Satisfaction Index (ACSI)

American Customer Satisfaction Index (ACSI) (2016) leaSunewuudiass ACSI 13
Iilunuudiassiioanuuulaeun1ine1as Michigan Ussimaansgain lneasiansanuas

audnladsignatsuiannesAnsnon waIaiasuRaniIsAniuuinsiuay

'
=

(% ¥ =) ! o 4 (3 = Q‘ QU ! (% 4’ Y =
mmmwaqgﬂmmdm ‘Vl'WSL‘VFENﬂﬂﬁ%ﬁﬂUﬂﬂﬁﬂWﬂﬁﬁUiUﬂ?ﬁﬂ@u‘ﬁﬁﬂ %Qﬂ’]ﬁ?@ﬂ?qMWQW@Iﬁ]

v
(% v

AU UUTI8D9 ACSI azUsziiuain 3 Uadudrrgyaadl
2.1.1 ANUAIANIIVRIANAT (Customer Expectation)
25030l A3nedatan uazauy (2550) IfeBunefsnisuszifiuanuniands
Y9gNANLLUUTIARY ACSI Iea1n 2 nsdl laun
2.1.1.1 pumaniefiint uieunise (Prior Consumption Experience) o
wiatuainmssuteyatiasiutomsingiiosdnslévianisiearseanly saufiensiu
ToYaINAUTOUT Y
2.1.1.2 anumanissenisliusnisiueunnn (Forecast of Supplier’s Ability)
A UMM AN INIALTINYEIN5IUTAS (Overall Quality) AutiLTaiovaanIs
19U3n13 (Reliability) kagn1snavauewianNufainNIaduyAAa (Customization)
2.1.2 ANATNYDIFUAINIBUINTT (Perceived Quality)
algims unagyes wazAney (2554, 56-73) loSulgianisuseiliunaninns
USNSMNLUUTIERY ACSI TaunsaaauaugnAlaan 3 Ussinu liun aunmlaesiuves

N15AUINNS (Overall Quality) ANULEDRRURINSIAUINNT (Reliability) Lazn1snouauss
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#OAUABIN1TAIUY ARG (Customization) FamssAudeyaain American Customer
Satisfaction Index (ACSI) (2016)

2.1.3 AUAIYBIFUAINITBUINTT (Perceived Value)

LY

l5AMS wn-3yes wazany (2554, 56-73) lananafenisuseiliuamainis

<9

U3n1saruuuudaes ACSI Iindunisussilivlaeiiouseninananinnisliuinis

(Perceived Quality) Lazs1A1NanNAIFA0I918 FedAAAIAUNITANEIVDY 1510581 313N 1A

Y

avan warAme (2554, 2-17) N95UN8N15hs1ANUTEMIUATYIsanNansenUlusa9518LA
W3atadninauIulsERaasnAuiaze iliansadideyannUSsuisuiuladedu

2.1.4 n9ud) Exit - Voice Theory

Jaduanumands ANAINNITUSNITHAAMAINITUSNTTIAUITAIRANTENY

1
=

% = ¥ :f! o 1 b % a =l a U v 4
Auaufianelavesgnal Jeazidrludnisdessountenisiinauasindndduls lne

[y

woAnssudsnanaenndeaiunguf Exit — Voice Theory 484 Hirshman (1970) fiafging un
3RS uazAny (2554, 56-73) ldnanfed WegnAifnauilifmelslududvieuinises
IN1TUEnIRBNATUNGANTITY 2 dnwaz e

2.1.4.1 ms¥eaieuludauanaudvieliuinig (Customer Complaints) &4
andnauiifunguitosdnsdailoniasnumlile

2.1.4.2 mMsunldnn1slgauA1mIauInig (Exit Option) MnAnANNINala9y
1AnA1R93NANA (Customer Loyalty) Faillugnénnguiiainananilsliesdns Tnsaany
miﬂmmuummiaaaumumﬂmi?ga%’] (Repurchase Likelihood) Wagn158815UN3

Wasuwladsian (Price Tolerance)

Perceived Customer

Quality Complaints

Customer

Satisfaction

//f» (ACSI) Customer
Loyalty

Customer

Expectation

A7 2.1 UadendunusiuaiuwuuInass ACSI

fiu1: American Customer Satisfaction Index (ACSI). (2016). The Science of Customer Satisfaction. Retrieved from

http://www.theacsi.org/about-acsi/the-science- of-customer-satisfaction
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2.1.5 ACSI: Wireless Telephone Service

MNUITEVBIAYT 1309A3TY (2556) nanvinlulseimaansgaiuiniiinisin

Y aa

Luudnaes ACSI unldiiaUszidiuaduiianalavesgnaiifidanisiiuinisiasedne

Insdwiadeudiaaad w.e. 2547 vilvauisoasuuszinudefndiuvesgnaiiiniuain

v
v

Uszaumsallduinisese wagthunldlunaeilunisussliu ACSI adsil

2151 flustutulidennainvais (Range of plans)

2.15.2 aunndy1unsivg anudaulasauwsavesdayayia (Call Quality,
Clarify, Strength)

2153 ﬁwmuﬂ%’jﬂﬁ'quﬂ (Dropped calls)

2.1.5.4 ANUATEUARNYBNATEUY (Network Coverage)

2.1.55 Anusilunisdedeya (Data Speed)

2.1.5.6 anuanlalunisiientiszitu (Understanding the bill)

2157 ansemveamiinaudiguduins (In-store Staff Courtesy)

2158 eudslunisie (Purchase Speed)

2.1.5.9 Aules (Website)

2.1.5.10 AugusNMImalnsAngi (Call Center)

NMsUsEwIIaunsaasUazuuuauianelavesliuin1susassneg way
pzuuulunnswsgramnssaiedelnsiniindouflulssimaanssonEnifaudln.a,
2550 -2559 Ieipuans1sil 2.1 aziuu ACSI vesiliiuinisusiazse Tnousnfiansansned 3
wiiuldigaamnssulnsdniindeuildazuuuanufianelaluln.a. 2559 71 azuuy
it 1.4% TndiAsiudiiuen WeRnsanlnslisudliuinisnegesasnuia TracFone
Wireless finzuuugean 75 azuuu winduldnzuuuanasantiiiiuan Tuvaei T-mobile i
azunuiududuiaesdie 74 Azuuunarl¥SuazuuuRind 5.7%

Sefinnsanaziuuanufianelalasusnauinasinldainyszaunisalliausives
Fuilanluansgendnimuaini 2.2 fuansazuu ACSI lnsusnfiansanaanms azdans
ligldusnsiesornelnsdmsiindeuilinzuuuniufiemelaudazinasilndidsaiuuas 1
azuuugsnindieunth Taeflenelafuanssmuazanutiemdoveminnuigudunismnn

ign 81 Azwuu wazianuisnelatuguduimanansdnitdosiian 70 Azuuu

9 Y

Ref. code: 255958021151460IN



10

M5 2.1 Azuu ACSI vasliusn1susazsne lngueniiansansnel

Previous | Previous
T w.e. 2550 | 2551 2552 | 2553 | 2554 | 2555 2556 2557 2558 2559 Year % Year %
Change | Change
All Others 68 71 73 73 77 76 78 78 79 77 -2.5 10.0
TracFone Wireless NM NM NM NM NM NM NM NM 75 75 -2.6 -2.6
T-Mobile 70 71 71 73 70 69 68 69 74 74 57 15.6
U.S. Cellular 72 72 N/A N/A
Verizon Wireless 71 72 74 73 72 70 73 75 71 71 0.0 4.4
AT&T Mobility 68 71 67 69 66 69 70 68 71 71 1.4 12.7
Wireless Telephone
68 68 69 72 71 70 72 72 71 71 14 9.2
Service
Sprint 61 56 63 70 72 71 71 68 70 70 7.7 18.6

viangwms: NM vanefidlaifinnsda (Not measured)

#is11: American Customer Satisfaction Index (ACSI). (2016). ACS/ Telecommunications and Information Report 2016.
Retrieved from http://marketing.theacsi.org/acton/attachment/5132/f-0048/1/-///ACSI%20Telecommunications%
20Report%202016.pdf

81

Courtesy and helpfulness of
store/service center staff

I
w

=]
w

Network coverage

Call quality (clarity, strength)

=]
w

Website satisfaction

=]
=~ o =]
o -]
=J
(-]

)
[--]

Ease of understanding bill

-]
(=]

Speed of store/service center transaction

[
& -
(4]

Call quality (dropped-call frequency)

I
gy
w

[
(1]

Data upload/download speed and reliability

Range of wireless voice and/or
data plans available

I“
pur? ]
& o0u
(4]

Call center satisfaction

ANA 2.2 ALLuY ACSI IngwenRANTUINNULNLN

'-.II
2 =~
-

en
=
=]
=2
=4
=
=]
=

fis11: American Customer Satisfaction Index (ACSI). (2016). ACSI Telecommunications and Information Report 2016.
Retrieved from http://marketing.theacsi.org/acton/attachment/5132/f-0048/1/-///ACSI1%20Telecommunications%
20Report%202016.pdf
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ACS! iunstmenufisnelavesgnénainusraunisaiass Snvisduduuuusiaesiia
auBanguuazanniniraundieudieuldvdlussfugnamnssy sefunansuanvie
5UIMT uazsEAuUsEINA vilA ACSI gniluuszgndldedisunsvians 1w Ussinadud
nsldf s e TnuseAnBnwgsiauinis Ussmaanssnie S5ladilifuld INSAC Tinursusha
lusgAuumaia Useinaganguly Great Britain’s NCSI-UK Taaiuitanalaveduslaaly 16
gaavnIsuman Useinaaalusld CsISG dannuitaneladuilan saudsssindalveesnld
TCSI iiniamnufimelavesuilaailiuinmsianinosvessunasmidied

Tunsnduiu Jadoanuaianisvesgnidldlunisuszifiuanufianelaniy
LuUdaes ACSI faasilannulaidaia 1wy 9nnsdlfinuives Fomell et al. (1996) ez v
UN-A30YFS Wawansy (2554, 56-73) lananfvinnuaianiwesgnanlifianuduiuslnense

[y = v a a v v =3 g
ﬂUﬂ’JWiJW\‘iWEﬂﬁ]GUENQﬂﬂﬂuqiﬂﬁ]ﬂ’]iLQmLazﬂizf\UQEJ LWJunU
2.2 Thailand Customer Satisfaction Index (TCSI)

neAna Sei9A9A (2551, 55-59) lananafalasenisAnwiinges Thailand Customer
Satisfaction Index (TCSI) vesaaduiiunandnuisnd sadulasinisiitiuuusiass ACSI
wusuldidiednwanufianelanisliuinisiatmessuiastulsemelng Usznaulugae
Aslrusmsiiniy aeuiu Touldu n3sutiseAdudi waznsusmsiieadtuda dveulwn
mﬁﬁﬂmmamqmmmmwaimsiﬁgwm 6 witanzlulwanganaruaskazUIuUmNa
wirth 18ud supstnemded sunisnmsing SUIANTNTINN SUIANTNTIING FUIAIINT
fi3eLse uazsunanansine TagldvinnsAnwanoud wa. 2551

Tasans TCSI [uuvasuaniumafiuteya lassanudildazgaitammnsnainduaty
vossummanigouiniliaonndasiuUssmelneinntu uanfudoyanngléuinissiuoy

300 Ausio 1 @11 Mnbibananuduiusvesdadediegfenini 2.3 wazaiusoagy

¥
Yo a

ANduusvosnayadelasail

2.2.1 AuAIANTIve3anAn (Customer Expectation) HA3uduiusigeuiIniu
AMNN (Perceived Quality) wazAMAINITUINS (Perceived Value) wandlviiiuinsuiansd
nsdeansdeyanisliuinisnsefuanauduais Sauilgadfinnmaiamianisusansiuly
Aamaiierfun1susnsiinduase venaniauninnds (Customer Fxpectation) €9

AAN190UAUANUNINBLY (TCSI) ’uisaasladevnenudnmie
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a

2.2.2 AMNMNNNTUINS (Perceived Quality) denalngnsaiumnuiisnala (TCSI) 1N

'
= o a 1

Pan Funalaannadulszans 0.624 dnvedsdananiadausamnuianala (TCSI) lutlade

q

ANAINTTUINS (Customer Value) 8n¢ae wanslimiuinsuiasastianudidgyiuamnin
N15UINISUINTER

2.2.3 anuiianela (TCSI) dswanssinuiuni1sieasau (Customer Complaints) L

Y =

daNalBIuInAuALeEnANG (Customer Loyalty) wandliiiuinmingnadauianelaay

a

WANNTSBNSIUTBY TUNINAUNUANNLAAAMUNIND 1L NAANNIITNING

Customer

Perceived

Complaints

Quiality

Customer

Customer

Expectation Loyalty

AT 2.3 UaendunusAuauwuuINaas ACSI

VL newa szsAA. IndnenImeInyuNeIveIgnA) MUY, 1T Productivity World 2552: 50.

uananildinisieuisuanufisnelavosgnéniifinentsliuinisvessuians
widlvdlulszivalnedulssimaansgauininasUseimanivald lneuinanzwuy TCSI
Wisuifisunafuaziuy ACS| uaz NCS| deaznuiUssmalnedinzuuugenin uwidsliannse
agUldidlanufiselainnnit ilesnnlulssmalne@nwiiosnsliuinisuinasatdines
Wiy TuraeiidnaesUssimafinuinisuinisianaavessunaswided og1slsinunis
Wisuisudainanwansliiiiuivminiauinisianalinsauaguynnisuinis #aainnig

) | & PN Y ) Y a 1 v i A
':l5’]Naﬂ36(]'3EJGULL‘NB"L@']'Wﬂjﬁwwu’]ﬂsﬂﬂﬁﬂﬂq{tﬁﬂﬁﬂWiaﬂqﬂ‘lilﬁLVlEJ‘ULVI']U?%LVIF]@UG]ITJ@‘U']@W
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2.3 UILNNYIVD9

A Y Ay A a v
AITNN 2.2 LLaWQSU@%aQWuU‘UEJV]LﬂEJ']T@Q

lgusmssunmseaulall

Hadeiifedestiumnuiianela 3% @7%0) wazdeaide Y HAN539
1. ANUAANIIVDIANAN ALl BEYaYsUINT (2556) Werelsina | §39elduuudnass Thailand Customer Satisfaction Index (TCSI)
2. AUANNITUINIS Anwidestladoiidenase (Quantitative | lums@nwianufiawela Semnuduriusvesyniadelunuudians
3. AMAINITUINT AnufisnalavesgnAilun1s | Research) TCSI apnndasiunuusIaes ACSI fanun waziussiiudidnydl

1. anuaandsldladananannuiianelalanenss uaazdananiu
AAINAITUSNITUAZANAINITUSANS

24 @mm‘wmiu%m'ia'waﬁ’umwﬁwa%mnﬁqm FafusuIAg
AITHAILIAMAINAITUINIT WU ANUETAINLAzANdElunNITLY
sruuiiievingsnssuesulatsineg nstlesfuninuianaiauas

Suuseiiupnugniesesgsnssteaulal

a

3. AAIN1sUSNMsdraiuAufisnealawazinludgrnuassndng

4. AMAINITUINITAURUUTIBY TCSI HA1TUIAIIUANAIIN

=

! = a ] a [ ¥ a M Ya =
AN TTULUYULNEIDYLAE “UQL‘UUV’WVJUW’NWWNU lailgansauniia

AUNUAL MY AItuITeTnauawuIniaienuianelazes

q

1%

anenlifiusuiAsimIsAnAsTTIllsnuInIsedeaImAALNA

a ] a
LNENBYNLAY

Ref. code: 255958021151460IN

el



[

MITNN 2.2 wansdayaiuidenieItes (se)

4. pnanwal

mobile phone sector

HadeiiAetesiuanuiinela {3 @i%e) wardoanidy Wi HANTIRY

1. ANUAIANIIVDIANAN oy IeestE (2556) Anw1 | WelelTina | §3delduuudnass American Customer Satisfaction Index (ACS)

2. ANAINNITUING Feseuiawelalunsly (Quantitative | Tun1sfinwanufiswsls deenuduiudvestadoromadulum

3. AUAINNTUIANT UINsiAsetny Research) wuuaes ACS! uwasliussifuddydil

Inséwviiadoud 1. anuaanisvesgnandenatdsauiuanufianele osang

Tiuinnsdeansteyaiiuate sivliigndiAanuaianislunis
‘U'%mimﬂmf']ammwmiu'%miﬁl,ﬁﬂ%uﬁ&
2. quamnsUINsdssatuaufianelasnniige

1. ANuMAnIsveIgnen Muhammed Jallow (2013) | 3ifetiina | sndfedfnwanudmiusvesdadeiifinatuanufionelaveagnén

2. @mm‘wmilﬁﬂﬁ Anwi3es Customer (Quantitative | lnglduuuinass European Customer Satisfaction Model (ECSI)

3. AUAINITUIANT satisfaction in Teipei Research) fanan1sisenuhiladotommdulunuuunin ECS wardusaiu

a

fravlasid

1. AuAINTTUINISHAZAMANNSUSSdeHAdaALTanela

2. anumaniedanaduaufisnelatiosiian Jeaonndesiu
NuiEBuaTiinansAnwieuaantilifauduiudtuay
Nanelasgefitvezdrrey Johnson et al., 2001)

3. pndnwalesAnsiianuduiusiuauAInniavenAmInNnd

dananumnuieaneta
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M3199 2.2 UanadayaanddenineItes (se)

Jadennendesiuanuiansla

T
aa o

Jy (UNI99) wazAvIuItL

o

9y

NANTSIY

1. AAIMNNISUIANT

Jae Young Kim and Hyung
Seok Lee (2013) Anw3as
Key Factors Influencing
Customer Satisfaction in
Korea’s Mobile Service

Sector

o

FIUTUU
(Quantitative

Research)

a =

nuideddnudedeiidiasoninufianele Tnstduuusiaes
American Customer Satisfaction Index (ACSI) unUsulasaunu
LUUI1a93 Technology Acceptance Model (TAM) iesainau
fanelavesgnanlutagtulildiinanmsifisununimnisusnisiu

SIANMNULUUINABY ACSI Wlg9a819LReT LRIz AnAINNINDlaLLe

Fuinisliusnsveaaseviedisatduayunislidaudiaguiy

YA o =2

INSANILAFDUN IRV TIFDAARDINULUUT1ADY TAM fasiurIdeda

Y

Anwlagusulduuudiassisanssauiu lnsgaunimnisusnisdu

a8 1nuwuUINgan ACSI NdsHananuNeneta

1. ANUAIANTIveIgnA
2. AAINNNTUINNT

3. AUAINITUING

Alexander Serenko (2006)
ﬁﬂmﬁ‘ad Satisfaction with
mobile services in Canada:

An empirical investigation

1Y

F9IUTUU
(Quantitative

Research)

Ya o

Q’J%I‘i’ﬁwmﬁaaﬂ American Customer Satisfaction Index (ACSI)

v v ¢

Tuns@nwiauiianala Fepnuduiusveadaderiaunduliany

e

v @

wuusIaes ACSI Tnefiuszinuddgyeadl
1. AMANLATANAINITUTNITANATUATINTINDLA LazA L
welaazdwmaiumuasininddely dude Wegnduinniaiwela
unvefinnliideduarseniuniauisuasessannniu dilu
nsdfigluinsagtufingan siedliinismeduansian

2. AUAAR TR AL TR UAUAMAINITUINIT wansliiiuang
Thusnsiaietnsinsdwiindeulussmauauinaeansioyaiiu

339 MbignAinanuaanidlunisuinisuinndnuinsniasuass
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M3199 2.2 UanadayaanddenineItes (se)

Jadenendasiuanufianela

14y (UN1398) uastonuidy

o

/Y

NAN1SIvE

1. AuAIAnTIveIgnA
2. ANAINANTUINIS

3. AUAINITUING

Mohammad Suleiman
Awwad (2012) Enwues An
application of the
American Customer
Satisfaction Index (ACSI) in
the Jordanian mobile

phone sector

1Y

F9LIUTUU
(Quantitative

Research)

A33elduuuTa8s American Customer Satisfaction Index (ACSI)
Tunsnu Tneauduiusvesadedulugiiuluauuuuiiass
ACSI sniiupanumansitlidaadiuamainisuinisiaensa G
donAaBIiuNIsANYIUBY Johnson et al. (2001) way Fornell et
al. (1996) inuinanumanisiunuainisuIanslafinnudusiug
AusdiiivzdAy LLa:mmsﬂa?UUizLﬁuﬁwﬁmﬁuﬂlﬁﬁaﬁ

1. mmmwfaa'amaﬁUQmmwmsu%mimwﬁ'qm

2. aunmnsUIsadssatuauAINITUINsINNTiga

3. auisneladanaldauinduanuasindnd waldladwalaensy

4. pruiianelalidmadionsdeauseuvesgnan lnendi 80.3% o9
gneiliimelanisuinisezlsifinisdoasou Favanaiianadnduly

VYa o a

Tanug3delae198991n91u3T809 Matti and Naumann (2009)

1%

loun gnAnzdniinisfesseuiinnugeenn Weona uazdeddaiu

U q

Ny AnINNSSeuseulavilinisusnsian ndnrnseaseu

aglasunisusnsildatusuirataz linsiuindesdaaseunluuy

5. 530S sudINanuAUITAANATUTIUIN NU1EAUTIE

Tausnisiasevelnsdnriadsunludseineaaaseaulseau

v

anudnsalunsasugnindeseudugndfifinnuassndng
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M5 2.3 aguladenilaannisnuniuissunssy

Hadeiifeadestumuiianela At @ifnw) wazuuudassitliFnuide
AU G Muhammed Jae Young Kim Mohammad Alexander
o HEUsUINT | 1309A3TE Jallow and Hyung Seok Lee | Suleiman Awwad |  Serenko
T (2556) (2556) (2013) (2013) (2012) (2006)
TCSI ACSI ECSI ACSI ACSI ACSI
ANUAANTIVDIGNAT v v v v v
AMNINNITUIANT 4 v v v v
AMAINITUIANS v v v v v v
AwaNwel v

INMINUNILITIUNTTY Tadeinetesiuanuianalamuwuudiass ACSI laun AUAIAYTY ALAINNITUINITHALAMAINITUTNIT kae
fuduwuudasafignitltldlunateyseme sadddudssmalneidndngagysulunuuingss TCSI wsldfnwanuiiswelanisuinisvessuiais
widggaulasinsfinwtses TCSI vasantuiunandnuianmdunan wiianuadiulunuddeduinnm nansideduanseglugvesnziuy
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