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Factors of Service Quality, Customer Relationship Management via Line
Application, and Responsibility toward Customers Affecting the Satisfaction

of Mobile Phone Service Users in Bangkok Metropolitan
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Abstract

This survey research aimed to study factors of service quality, customer relationship
management via line application and responsibility toward customers affecting the satisfaction of
mobile phone service users in Bangkok Metropolitan. The population in the study was
smartphone users using Line application in Bangkok. Close-ended questionnaires were utilized to
collect data from 180 samples. Inferential statistics to test the hypothesis was multiple
regression analysis. The study was found that most of the respondents were female, aged 36 -
40 years, mostly graduated a bachelor’s degree, working for private companies and having

average monthly income between 10,000 - 20,000 Baht. Most of the respondents used Line



application because it was easy to use and convenience for communication. The frequency in
using Line application was 2 - 4 hours per day and most period of using Line application was
17.01 - 21.00 hours. The results of hypothesis test were found that the service quality in terms of
understanding customers’ needs and responsibility toward customers affected the satisfaction of
the mobile users in Bangkok Metropolis. In addition, the responsibility toward customers affected
the satisfaction of the mobile users in Bangkok Metropolis the most, followed by the service
quality in terms of understanding customers’ needs. In contrast, the service quality in terms of
tangibles, reliability, responsiveness, and assurance, and the customer relationship management
via Line application, customers’ data collection, interaction with customers, and personalization

did not affect the satisfaction of mobile phone service users in Bangkok Metropolitan.

Keywords: Service quality, Customer relationship management, Line application, Responsibility
toward customers, Satisfaction of service users
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