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ABSTRACT

This thesis proposes the study of the customers’ satisfaction towards the service quality
of DTAC Shops located in Metropolitan area. To compare personal factors which effected
Customers satisfaction towards the quality of DTAC Shops in Bangkok area for examples :
gender, age, educational background, marital status, occupation/career and income.

According to the satisfactions the SERVQUAL theory of Paraguayan (1988) and Zenithal
(1990), The factors which influence service quality consisted of 5 dimensions which are 1.
tangibles 2. Reliability 3. Responsiveness 4. Assurance and 5. Empathy.

The customers satisfaction measurement can be evaluated by using average data of the
received service quality deducted by average points of the service quality expectation, the
consequence is the points of service quality which can be shown in 3 levels.

Next process, the gathering data will be differentiated by the geographic factor, according
to the Reliability Statistic at level of 95%.

The Study had found that there was no relationship between personal preference and
customer satisfaction. Additionally, the customer satisfaction has no affect to the gender, age,

educational background, marital status, occupation and personal income.
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2.1.7 ANUAIANIIYBINAL (Customer Expectation)
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Rust et. al. (1996) na1nnuman Taveagnauiluiledviiioninasirannaens
ildganuianels (Satisfaction) Tasldmiiewdn “anumanie Meduaseuaguh
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Ziethaml et. al. (1993, cited in Ramaswamy, 1996) 14numanda 13adwivves
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2171 anud@niussznisanumanaiuanuiianels  (Relationship
Between Expectation and Satisfaction)

Zeithaml & Bitner (2000, cited in Trifa & McQuilken, 2001) NA1291 N13147
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¥ v | S '
(1996) TanaeuudgwigniniilszaumsanmsgeiiiuTmuiinands 1eiifa
] ¥
anwdnianels nnnhiesidnines Aevszaumsaiiug
- . " =) &v a oy - - - 9o - a ' ar
2. Position Disconfirmation ABN13FDAUMMIOVTMIN IATUHARINUAIIANUNTS
° v - = 4;
ildganunaneleiigevu
4 ' J
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jﬂﬁ 2.2 : Disconfirmation Model of Customer Satisfaction M1/1 : Ramaswamy, R. (1996)
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2.1.8 ANNFMHEITNNINATUAINAING]D (Relationship Between Performance
and Satisfaction)
Berkman et. al. (1996) tlan nuduiutsennanasuanuianelavosgnin
ponitu 2 Yszian 1Aun
1. Objective Performance 110D éqﬁtﬁ'mﬁuﬁnﬁuﬁ’mﬁza{uﬂdﬁuimmmms
Foaudrasstuamuman S ludnlss Tonflgaeonsel (Churchill, 1983 as cited in

¥ 1 "
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2.1.9 M5YAY8INILHINANUMAKIINUNAN AU (Closing the Gap Between
Expectation and Performance)
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2.1.10 M33u3ve3gnA1 (Customer Perception)
2.1.10.1 ANNAYVOIMITVS

4
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2.1.10.2 M33ujveagna
" @ o ¥ . ' o Yy q ¥ v
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2.1.10.3 Tasfesdlszneuniugniveamsivi Uszneudis (Schiffman &
Kanuk, 2000: Solomon, 1999; Assael, 1998)
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2. zAUAIANYAAATUS 1A (The Absolute Threshold) Wuwdla yafiAUAIIIGD
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Tum9aY (The Negative Change) 15U MSAAVUIAYDIAUA, NMIAARUNIN HIBINNIIAT
Fu wegndez Idhidunaiu 2) WedSuljaduM (Product Improvement) U N3
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2.2.6 831)32NOVVBIRAUMNMIUINS (Dimensions of Service Quality)
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M3 2.1 MINLAAINNVINITDUTZNITAYD SERVQUAL uaziladuiiiinanons

14
UsziliumsiununImmsusMsuuuAuaAN 10 A (Correspondence Between

SERVQUAL Dimensions and Original Ten Dimensions for Evaluating Service

Quality)
SERVQUAL Dimensions

Original Ten

Dimensions for
TANGIBLES RELIABILITY RESPONSIVENESS ASSURANCE
Evaluating Service

Quality

EMPATHY

TANGIBLES

RELIABILITY

RESPONSIVENESS

COMPETENCE
COURTESY
CREDIBILITY
SECURITY

ACCESS
COMMUNICATION

UNDERSTANDING
THE CUSTOMER

nn: Parasuraman, A.(2002)
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7. @0MHNBUSH (Training) i MsAneusuminalums IfuSmsedagndes
AETRETS Y

Gavin (1984, cited in Ghobadian et. al,,1994) utisiladuniionswadonsiuinuam
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