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ABSTRACT

Thailand’s mobile phone service market is highly competitive. There are now 4 large
service operators in the industry namely, Advance Info Services (AIS), Total Access
Communication (TAC), TA Orange (TAO) and Hutchison CAT Wireless Multimedia Ltd
(HUTCH).

How an operator can recruit new subscribers or protect its old customers from other
competitors is the main issue under consideration. In this regard, it is important that service
operators be able to identify and understand their customers’ behavior regarding their preference
on mobile phone services

The objectives of this thesis are to study the factors that explain the customer’s
behavior over switching prepaid mobile phone, customer characteristic, and behaviors on using
mobile phone. The paper, as well, tries to provide suggestions on how to set up new promotion
and product strategies for keeping customers from switching to other operators. Literature survey
and field survey are conducted in order to find the results. For the field survey, four hundred
customers of all phone operators are randomly selected for interview. The statistical techniques
such as Chi-square, MCA, F-Test are employed in the analysis in order to explain the results.

The research finds that the most influential factor of customer characteristics (sex,
age, education, career, income) on switching service operators is income. On the marketing side,
the most important factor influencing changes of service operators is the reliable service network.
To retain old customers, the service operators should upgrade service network and promotion

campaigns in comparable manner to competitors.





