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Factors of Service Marketing Components That Affect the loyalty of the Working-Age
Consumers in Selecting Mobile Network Services in Bangkok (80 pages)

Advisor: Luckxawan Pimsawadi, Ph.D.

Abstract

The objective of this research is to study factors of service marketing components that
affect the loyalty of the working-age consumers in selecting mobile network services in Bangkok,
by using variables of the service marketing factors, including product, pricing, distribution
channels, sale promotion, personnel, process, and physical environment, as independent variables
to analyze the impact on the loyalty of the working-age consumers, revisiting and recommending
products to others, and not changing brand, which is a dependent variable. Exploratory Research
is used and questionnaire is the tool for data collection. The sample population is of working age
consumers in Bangkok. The statistics used for data analysis is Descriptive Statistics, including
percentage, Mean and Standard Deviation, to describe the nature of the data; and Inferential
Statistics, including Multiple Regression Analysis, for which the researcher uses software to
analyze.

The data analysis results showed that most respondents were females, aged 35-34 years
with a Bachelor's degree, employees of private companies/ stores, with an average monthly
income of 10,001 to 20,000 Baht. They have a mobile phone and do not change providers that
they currently use.

The results showed that most respondents focused on fast service, changeable rates,
convenient and modern location of service centers, reliability, joint promotions with participating
facilities, efficiency of staff in problem solving, duration of signal activation, reasonable
responsiveness of services, and modern equipment of the service centers, affect the degree of
loyalty to the service.

The results showed most respondents were most loyal consumers of working age to a

mobile network services in Bangkok. The return to use services of customers found that when the



consumer has a variety of services, they may choose to use the service of other mobile networks
and do not decide to return. The study of recommending to others found that customers rarely
recommend mobile service providers to friends or people they know to use the same network. The
study of not changing network found that consumers would not feel embarrassed to change for

other mobile network services in the future.
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