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ABSTRACT

The developments of mobile technology increase greatly and can be use in daily life.
Now we can communicate to everybody in the world and can easily access to information in a
second with reasonable cost. The result is there are strong competition in mobile network services
business so they have to focus on price and quality strategy in order to survive. Total Access
Communication Co., Ltd. (DTAC), the second Thailand market leader in mobile network services
business, face a problem about network failure. So the Company have to refund for over 50
million baht. The consequence is most consumer disappointed and less trusty to DTAC. Because
of incident, I'm interested in study customer loyalty to DTAC, mobile network providers, in
Bangkok and collection of Data by questionnaire of 400 samples. The study also will
interpretation of data by wusing descriptive statistics. And statistical analysis with Univariate
Analysis of Variance; ANOVA.

The study results is found that the samples are largely female between Age 21-25 years
old, single with a bachelor's degree or equivalent, They are employee in the private sector, and
earn 10,001 - 15,000 Baht per month, 15,001 - 20,000 Baht per month. The results of DTAC’s
customer behavior study found that the samples choose the cheapest price per minute most And
use in social network such as Facebook most. The person that Influence customer decision to
choose mobile network services are customer themselves. Most customer use at around 06:01 pm

- 12:00 pm, with total cost average 301-500 baht per month including that Most customer use

111



DTAC for 1-2 year. A study on the attitude of the Marketing Mix 7P's satisfaction, values, trust,
Emotional Bonding and Customer Loyalty to DTAC, Overall result in good level.

The study of relation between independent variables and customer loyalty to DTAC,
mobile network providers, in Bangkok on the private factor is found that the variable of sex, age,
and income per month had significant Affected on dependent variable. on the customer behavior
factor is found that the variable of duration of being DTAC’s customer had significant Affected
on dependent variable. On the Marketing Mix 7P's factor is found that the variable of promotion,
Product, Place, People, Process had significant Affected on dependent variable. On the
satisfaction, values, trust, Emotional Bonding factor is found that only the variable of satisfaction,
values, trust had significant Affected on dependent variable.

To be suggest that the mobile network providers should set the target group of working
age. And should have interesting activities of working age but don’t neglect other groups. Also
give important to quality of mobile network and internet. On pricing should be reasonable price

to keep market share. The last is the company should keep everything standard and develop
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