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In this thesis, the researcher investigates (1) the levels of customers’
loyalty in the use of products and services provided by Advance Info Service
Public Company Limited (AIS) in Pathum Thani province. The researcher
also compares (2) the levels evinced of customers’ loyalty in the use of
products and services of AIS in Pathum Thani province by reference to
demographical factors. Additionally, the researcher examines (3) the
perceptions of service quality insofar as they affect the level of customers’
loyalty in the use of these products and services. Finally, the researcher
considers (4) satisfaction as a factor affecting the levels of customers’ loyalty -

in the use of these products and services.
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The researcher used the theory of probability sampling method as
extrapolated to the technique of multi-stage sampling in selecting a sample
I;Opulation consisting of 400 AIS mobile phone customers in Pathum Thani.
The instrument of research was a questionnaire constructed by the researcher
concerning the loyalty of the consumers under study in using AIS products
and services. The questionnaire’s reliability in regard to customer loyalty was
couched at the level of reliability of 0.966, while the reliability level in respect
to the perception of service quality was couched at 0.971 and the reliability
level pertaining to customers’ satisfaction was couched at 0.979.

Techniques of descriptive statistics used in the analysis of the data
obtained were frequency, percentage, mean and standard deviation. # test,
One-way analysis of variance ANOVA, least significant difference (LSD),
and correlation coefficient were also techniques employed by the researcher.

Findings are as follows: |

1. Most respondents were females between the ages of nineteen and
twenty-five. Most were also single, studying at a bachelor’s degree level, and
were students or university students with monthly income not exceeding
10,000 baht.

2. Overall, these customers in Pathum Thani province exhibited loyalty
in the use of products and services provided by AIS at a high level. When
considered in each aspect, it was found that loyalty was displayed at a high
level in the following aspects: word of mouth; preventive participation;

expression; confirmation of preferences; and deliberation.

(8)
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3. Overall, these customers evinced perceptions of service quality of
AIS at a high level. When considered in each aspect, it was found that it was
z;t a high level in the following aspects: employees’ responses to customers;
confidence; concrete service; reliability; and understanding and empathy.

4. Overall, these customers were satisfied with the use of products and
services provided by AIS at a high level. When considered in each aspect, it
was found that it was at a high level in the following aspects: process;
physical environment; distribution channels; marketing promotion; personnel;
prices; and products.

5. The customers under study who differed in the demographical
characteristics of gender, age, marital status, educational level, occupation,
and monthly income did not display concomitant differences at the
statistically significant level of 0.05 in respect to levels of loyalty evinced
toward the use of products and services of AIS in Pathum Thani province.

6. Overall, the levels of perception of service quality were found to be
positively correlated with levels of loyalty in the use of products and services
of AIS in Pathum Thani province at a moderate level.

7. Finally, the levels of customers’ satisfaction were found to bear no
correlation with the levels of loyalty of these customers in using AIS products

and services in Pathum Thani.
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