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ABSTRACT
TE 156287

The objective of this independent study was to study customer’s satisfaction towards the
scrvices of DTAC Shops in Chiang Mai Province. The data for this study was collected by
questionnaires survey method to customers who used the scrvices of DTAC Shops in Chiang Mai
Province with 318 samples of 11 branches. The data was analyzed by descripiive statistics using
frequency, percentage and mean.

The results indicated that most of customers were female, age between 20 — 30 years old,
worked as organizational/shop employees, graduated bachclor degree, income 5,000 — 10,000
baht/month, using Dprompt/Happy Dprompt promotions, frequency 10 — 15 times/year and the
purposc was to pay mobilc phone billing.

The service marketing mix factor affecting the customer’s satisfaction could be
concluded as follows:

Product and service aspect: customer had their expectations in the high level for all

factors toward the services of DTAC shops in Chiang Mai Province and most of the customers
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had their satisfactions in the high level toward the services of DTAC shops in Chiang Mai
Province. However, they had their satisfactions in the medium level on the varicty of brands.

Price aspect: customer had their expectations in the high level for all factors toward the
services of DTAC shops in Chiang Mai Province and most of the customers had their
satisfactions in the high level toward the services of DTAC shops in Chiang Mai Province.
However, they had their satisfactions in the medium level on selling price of product and service.

Placc aspect: customer had their expectations in the high level for all factors toward the
services of DTAC shops in Chiang Mai Province and most of the customers had their
satisfactions in the medium level toward the services of DTAC shops in Chiang Mai Province.
However, they had their satisfactions in the high level on location and convenicence to access.

Promotion aspect: customer had their expectations in the high level for all factors toward
the services of DTAC shops in Chiang Mai Province and most of the customers had their
satisfactions in the medium level (oward the services of DTAC shops in Chiang Mzi Province.
However, they had their satisfactions in the high level on product and service brochures in shops.

Pcople aspect: customer had their expectations in the high level for all factors toward the
services of DTAC shops in Chiang Mai Province and most of the customers had their
satisfactions in the high level toward the services of DTAC shops in Chiang Mai Province.
However, they had their satisfactions in the medium level on quickly service of employees and
:enough number of employees.

Physical cvidence and presentation aspect: customer had their expectations in the high
level for all factors toward the services of DTAC shops in Chiang Mai Province and most of the
customers had their satisfactions in the high level toward the scrvices of DTAC shops in Chiang
Mai Province. However, they had their satisfactions in the medium level on the convenience of
car parking.

Process aspect: customer had their expectations in the high level for all factors toward the
services of DTAC shops in Chiang Mai Province and most of the customers had their
satisfactions in the high leve! toward the services of DTAC shops in Chiang Mai Province.

However, they had their satisfactions in the medium level on quickly process of service.



