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ABSTRACT

Due to the continuously intense competitive condition of the mobile phone business, each
service provider competes against each other in terms of price and quality of 3G networks. By
allowing users to change service providers while retaining the same number, the Office of the
National Broadcasting and Telecommunication Commission (NBTC), is increasing the
competition. Therefore, service providers need to concentrate on service and customer perception
development in order to increase market share and maximum gain. The purpose of this research
was to study the general features of service usage, user behavior, marketing strategies (Marketing
Mix; 7P’s) and customer perception on choosing service providers. Also, this research aims to
study the relationship between various independent factors and the decision-making of Third
Generation telecommunication users in Bangkok. The research collected data through
questionnaires from 384 sample users from department stores and shopping centers where 3G
service providers; AIS, DTAC, and True locate their service centers. Data was analyzed by using
Descriptive Statistics and multiple logistic regression analysis. |

The majority of surveyed users were 21-25 years old, holding a bachelor’s degree or
equivalent, and earning less than 10,001 baht per month. The results showed that AIS is the most
used mobile phone service provider, the quantity of daily usage is between one and six hours, and
average monthly payments are between 301 and 500 baht. According to the result on customer
perception on Marketing Mix strategies, the distributor factor; convenience of payment is

regarded at the highest level. Meanwhile, package price is not highly considered because the
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general price is appropriate. Customer service perception is highly important and based on
providers’ reputation and service centers’ modernity such as queuing, has the highest level, while
3G signal quality is appropriate at the lowest level. According to Multiple Logistic Regression
Analysis, it is found that there are two major factors that have an affect on decision-making
between AIS and DTAC: The variable of education level, statistical significant level of 0.01 and
0.05, and the variable of perception, statistical significant level of 0.05.

Recommendations based on research findings are about pricing. Service providers should
consider adding more variety of packages to meet customer needs in order to retain existing
customers and increase market share. Moreover, service providers should improve their 3G-
service network by expanding 3G-service area and also 3G quality in order to attract more

customers and also build trust in the company. Service providers should focus on target groups’

education, for instance, creating student-only and employee packages.
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