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Rabilmaethanee, K. M.B.A., March 2016, Gradate School, Bangkok University.
Service Quality Affecting Perceived Brand Equity and Brand Loyalty of Mobile Cellular
Network Operator in Bangkok (56 pp.)

Advisor: Asst. Prof. Kasemson Patsirisak, Ph,D.

ABSTRACT

The study aims at analyzing the service quality affecting perceived brand
equity of mobile cellular network operator in Bangkok and service quality affecting
brand loyalty of mobile cellular network operator in Bangkok. The example used in
the study chooses from consumer in Bangkok, selected by using a Convenience
Sampling method of 400 people. A questionnaire was used, with a reliability of 0.923
and the content accuracy was examined by a panel of experts. The statistics used for
data analysis were Descriptive Statistics, which included Percentage, Mean, Standard
Deviation and inferential statistics, that used in hypothesis testing at the level of
significance 0.5 was multiple regression analyzed.

The result found that service quality in terms of reliability, responsiveness
and assurance affected perceived brand equity and brand loyalty of mobile cellular

network operator in Bangkok at the level of significance 0.05

Keywords: Service Quality, Perceived Brand Equity, Brand Loyalty
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2.3 wnAauarngufizesnnuinilunsdud

2.4 yAeiAeItes

2.5 AUUAFTIULALNTOULUIAUAR
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eazdualulnazaIunnauITIey ansedAgyaell

2.1 wIRALAENOEE38e AUATNAITUINT

tnivinswsasvinulainuvinevasgaunmnislauinisiisgnsunnaaiuniy
NIIAULVDIAUAT
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ANLANNTOIUNINOUANBIAIINADINITVOIFINILIUTNIT ARININTBIUTNSTUFE Aty
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ysmsuimsinliFuiEenit “aunnusanisuinisiigniiul” (Perceived Service
Quality) BsaziRntuainnsiignénvhmsisuiisuuinisiiaiands (Expected Service) fu
U353 (Perceived Service) aftfeusvaunsaifiintundsanfinlésuuinnsudy
tueslaeinasilunisussifiuaaninmsliuinislilfdeninusiogan et
s 5 et Fastelud

1. ebilandennunindede (Reliability) vianeda auanunsaluns
Tusnslusedunilsiifiosnisesnagnéies (Accurate Performance) waglinsla (Assurance)
FelduAnnuannsavesmiinaulunsliuimsidnssiidyanly maiuinundeya
Y01gnA1 wagnsthteyauildlunisliusnisungnen msinuliiinnain nsingesnm
gunsaleeslelvindoulinuane uaznsidnuninnuismedenisliing

2. Arwisiila (Assurance) v glusnisiinraiiaginueisiduly
A3U3NS (Competence) fmnuanmuaziduiinsiugnn (Courtesy) mnudodnduay
aﬁmwsaa§ﬁﬂﬂawmﬁiﬂa1ﬁuﬁqﬂ%hlﬁ(CredﬂMUty)uazﬂaﬂmﬁﬂﬂqﬂaamfﬁJ(Securﬁy)%ﬁlﬁud
mu¥anuannsavesinamlumsliteyatmansifedumsuing msadisana
Uaensdouaidiesilun1siuuing mnuilinsemuazainugnimvesniinau woinssuves
wifnslumsaieanudesiulumsivuinig

3. Aafanansndusesldl (Tangibles) mnefs Asdrusanuazmnee
anmuInden Lezesile wazgunsainneg daldun aariuaovesaunsal annundey
Yosanuiliuing msussmevesntinau lenansHeunsteyaenfuuing Wusu

4. anwldla (Empathy) wneils aansaddelalagagainuazanansa
Aasalddng (Easy Access) puanunselun1sinsededs (Good Communication) wae
ilagnén (Customer Understanding) @4lsiun mslimnuaule uaziolaldgniusiazau
YaantinauuIn1s nalumsidaliusnisivanuazainungna Tenalunissunsiuinies
Toyar19°7aeRINITEIUUING AwaulagnAeEg1wyiasweantdnay ANuanTalunig
dilaanudeinisenizyegniegednay i

5.ﬂﬂiauaamaugﬂﬁﬁ(Respongveness)wmwsﬁa@nW1u§u1%ﬁ%zIﬁU%ﬂﬁi
viufl (Promptness) uaglvinnutnemdailueened (Helpfulness) laua adalafiay
Tu3nng enameniarliiuinis msfnsiorugnéeenseiiles msnauslunsuFos
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ASnUENaA Liees3Iu (2552) A AMNINNITUINTS (Service Quality) 1Uuluina
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afamsuinisitaanmideluiaa Feszysu viedafiddysnag AnelrAnnasaluns
fudvesgnénindunisuinsfifinuninuazazdmasionnuinfvesgnnseluly 5 dud
Fondn RATER feil

1. eundede (Reliability) anAn3anan 1nalaleadin atAnannsliusnnsle
ogagnisusiuglifanannuaznsaiaynads

2. mslsianuiiula (Assurance) gnéndansiula (Useuanusiulalifls) Gad
iAnnanuduasdsendoveniinaudliusnisiviiligndiinanuidndiuladeaniuuinig

3. AU Jugusssunesu3nig (Tangibles) - gnénlduadiiunnuniouges
dosile uaresdisznausing Rtiisadestudenndasile vidogunsaimnagieiignéiiuy
#oe3uUTBd NM5IAANIUUINNT WTesuuuntediuAsneg Neafunnauuinig

4. madilanisiuinnuden1svesySuuIns (Empathy) anAn3dnitaniu
vimaioilald fddAe Fesns “wilawnuildlas” Aenselalagniusazyaaaiiuogig
Aelaldlumnudesnisiamesne annsnandidegnsmdamaidelruinmsiuiunand
ganndosiiupuseInsldusnisvesgnan vas usiu

5. NINDUANBIANINABINIT (Responsiveness) anA3aninlasunsnauaues
fftvaneds nslieeufisgnénnoufiagnetenusihmuaudesnts savineuauagndn

Ly 1Y Y
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swazdealunishiusnmsveaniinnu a 9au3nis Allnasdenissuiidauin wazanuiianela
meusnsmelaefflunisliusnisisenges Wu RASC laun

1. msuAly (Recovery) Anuaiuisavasniinaulunisudlunnuunnses
Annain paawAeuliatuiunIsusNs ImﬁaﬂffgﬂﬁwwizLﬁuim%ﬂmmﬁamimauaum
fruasuiuluFeseuty @umueseuunnges) Avelny MsLansauiuiaey
AIBNTLAUDNITYALYE S0 VALTLUY Upgrade

2. M3UTU (Adaptability) N15USUNTUTNITANUAINABINITYRIGNAN D]
aldFunmsussiudsnindentnauuinsamnsauunsuinisiidnfuanusdeinisves
andld whsfunnudosnisfiduasnihnmssiiunisiily Tasnisuimsindminausios

wanafannuntaluanudeinisvesgna asulengseilouldegudugazategnin
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3. Aadusssuni (Spontaneity) n3fisssuviAveansduglviuinisng
W MsdeunIietBEe n1sideyanuanmeeulien uazn1shiusnisgniegiadu
5534 Wiiiey

4. n135Uilo (Coping) AMuaINNTalUNITIANITUYMIANGY TAIUITUNIU

¥

andn visedaymnissumuiuievesgndn Sadaglasunisuseliugeuin Wenidnauuinis

yhntihegwanysallunisiolalalamisie watu wazdnnislaegeanin ldanau waz
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2.2 wRnLaENaEEi3eq MITuinmABImsAUA

MNnMsAnwIenansing Usingi Sindunslalimnumneifiontu mssuinue
voansAu vanevinu fadl

Aaker (1991) IfeBuneifenfiugaAms1dud (Brand Equity Model) Bsldnanain
Qmmmwﬁuﬁwﬁ?u IHuusesdusznevesnduiulngq S1uau 5 §1u Faszneudae

1) M3RTEniin3¥ens1AUAT (Brand Awareness)

G} = U a ¥

ms3anasdudinduanuausavesiandiviessinlimneanudualungy

v

a o ¢ < = 1 1 a Y o ! o v a v
nandausiuazdugadeulesanaulduilalunsdunnidnluganudulaluseauvesdum
= Yo A a v ! & -1
Fans3inTensrdusuuseanidy 4 sedusail

sziufl 1 et Li3dnmsndudn (Unaware of Brand) usediud

Auslaalisdnasausiag

'
v a

seiufl 2 e andasdudnle (Brand Recognition) 1usesudi
fuslananunsaiindensidudnlfifledinslideyaianinifedfunsaud

sedfufl 3 vanefis n1sseanlalunsidud (Brand Recall) Tussduil
fuilananansasyandensndudliuazszdivvewansusililaglidosdinistiouustinang

AN

¥
a Y a

SEAUT 4 mnena seaugegalula (Top of Mind) lusgauilfusing

Y
ansnszantensnduniug tadusduunsn

2) AuANTgn3u3 (Perceived Quality)

g

nsfuiveuslaanirenmunnlagsiuanuviienitvesdumvseuinisiag

= U

frsannningUssasdlunisidusmvisenuaudfvesdumtus aunmigniuiaely
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o

AUSLAATUIRIANUUANGT LAZANENITANIIEABUANBIAIUABINITVRIHUILAAIINAT

Y
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auantiug lnensnaiuniveswdunagiesiseg uuiugun1ssuivesusinase

]
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2.3 59Pn7iganin (Price Premium) euslan3uiiansidud audu
Iameﬂ,ﬁm5’1?114%1’?5143131150(?\”’@if]mlﬁqmd’mjLLﬂu'q neEUstnAgesukazLouutienIy
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2.4 Winpwaulalisudesmnenissamiung (Channel Member Interest)
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deguilnasuidenmunmaumazdwalunugauanusedunudmievisetemians

° ! A a v & a v Aa Yo | o Y a
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)
2.5 N5YLIATIAUA (Brand Extension) msfiudsmlalidonsnaud

Fnfidunsanvesduingumis llEfuauAMBnnaumilsoongviesmanslysl

3) nMsienlesiuns1dudi (Brand Associations)

mMadlenlsnsndudn fie yndmnedrsiidonserunsiaui Tnsnsdesles
whosnguuiiuguressraunsaivionadaiunisieansvesiuilan madeulewmsndud
wudaunssdatumnldsunsatuayuineiesionisiomsnisnain wunslawan ns
Ussrndustusvidenisdnfanssufivery lesanazelifuslnaldinisdoyasneg ety
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Fulldinedu

4) ANUANARDAIIEUAT (Brand Loyalty)

I3 U ady a a0 Yo a v A Y1 & a o o a i
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5) AUNSNIVaIRII1UAT (Proprietary Brand Assets)

AunindvesnAudi 1wy avsUns Idomnensi iemnudusiustes
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[
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q

mamﬂmmmu 5 (Perceived Value) iumamaﬂm mswmwaumﬁuaw'iwum’mwmammﬂ

Y
[
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Y

1. USEM92a1u190anAN Y3 189n19N15Maa b w12 3anasauan (Brand

Y
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3. Ustmannsafssmlsgeninguds sznaudiinaunmisuifigangi
ALYITY
Y

4. USENEUNSOVEIEATIAUASUINTU bNS1ETONSIFUAIAILTOES19ANY
Wetialige asdudazigliusendsanisuiatususianla

P & v | a v = ~ a v
WA 98U (2540) 19lVAuningveInuAIn I aUAMIMLIEE NSNRSIEUA

maw%ﬁ’wﬁmmmmm‘%amﬂiumamwaqaﬂé’w%mﬁuﬁ%a YNNISNAINALHDINY1IUASS
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U

Wang (2013) nan7in msfusfanaansdudiu fdviwadiutudenusdlaluns
Yondnts uazniadonasdudladunisameosiuslag Wuwwmdumsgnnfinss
TuauAnvaIIINN

WaAASUS waeSiaa (2555) na1371 aseRuAINISTUIAIeLUIAnBIAUsENBUAT)
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IMMATeman edumaneulinlidn eglsfieniudainsiiuriaswegne oglsfieniny
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1 a

e Preaudh (2553) MsuinuAnsdumvesuslanansadalannainuives
Fuilamiendunsidui guilanduidditnnsaandeasiieafunnaudedials danns
SudnauAasduiuueantiiy

1. mysednfansaudidususuusnlulavesiuslan Fsludsnsnain nsn
Y av

duinnfuslaaszdntadududuusniu vnliguslaaaunsadnduladeduiliegneminga
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N
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wihtiy ludeniseane uwilduiesdumnguilaednlaidedinsuusiluguieaiunsadn
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2.3 WIRAWASVIUIIDY AUNALuATIEUm

INMIANY N5 UsIngdn TnIunistalinnumvaneientu anuinaby

A571aUA PIvaevinu fad

=

Kotler (2003) 85unedn euAnfdensnaud mnels awidndasiusgaindaiiay
Foswieganyuaudwiouinmslueunan Saushazldsudvinaainaniunisaline ua
ANLNgIBILNIMIRaaTiazvin i AnngAnssuNsWABuAT UM Anu Felduinnuding
Aonsndudvesuilng wuseendu 4 szau liun

1. Hard-core loyal fia fuilnafiteifissnsiseiieaminty

2. Split loyal A ;:JU‘%Tmﬁmmﬁ’ﬂa&iamﬁﬁaﬁﬂmu 2 9 3 A9

3. Shifting loyal A® ;:JU%ImﬁLﬂﬁauaWﬂMiw?jﬁawﬁﬂﬂﬁﬂmw?jﬁwﬁa

4. Switchers Aa §uUslnafiliifinmdndsensdvelaq wae

ausnarensauslunnfafiddudmviuinnisain Wewndeliin

Usglevtungsnavaneusenis il

1. fuslnafifianusnfisensiveaztivandunulunsminisaain (Rundle-
thiele & Mackay, 2001) e améfunuiumﬁa%ﬁqmméfaamiéuaqgﬂé’ﬂﬁﬁ&iaﬁuﬁw WAy
fuslaridmnusfnfrensidudaziinrudamguiesiaim msuendindeuinlusudsi
Ingsfauszndanunulunisvinimain

2. M3VEEATIB%E (Brand Extension) azanasidsssiensduimaveg
win il mszgniniianudnfdnaslvienuaulatundndusibus vesmmdredse

3. amudnAdensEvieiiintu uandemafinturesduutmain tudeld
NANDULYILNIAILGITULDS

4. gnénfiliausndensivierilviAnmstedluounan uusdeliudifiou
wazazdonasiviotuusihaudenivedursdnunsigalannminienagnainfin
(Tepeci, 1999)
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AITUFINITIANNNTFEUTIINMTIATIEATEAUAIUSN Asan T 8B LaRall
1. guslaniimnusindsensigvevewnulusedu Hare-core loyals §57a
GRHREIIN AT ALOR Nl ]
2. mguslaminusinasiensigvievemuseiu Split loyals g3AauNInTEY
agudaladnsavelandanuausalunsuteiugs
3. iusiaaaeulalunnesdvievew §5RR0MNINTOUNNNITAIALAE
W NUALY
NM3INTEAUAIUANA
flun gesunetiey (2553) nanvin seAureImuinAvemsAuAuaINNsainlaan
L da X a a v o= Y Y & 3
sULUUNSFeNAnTuATIvemIAUAWIla 13 Tn1nens1lun1stedn (Repurchase Rates)
I & ) & ° a v d &
AUUNAzLIUNGNANAUNITE (Percent of Purchases) Laga1uIuUAIIdUAYYNTD
(Number of Brand Purchased) waganunsawusussiananuing e 2 Ussian fe

L4

1. AMuAnARIUeITUal (Emotional Loyalty) Ananan1zdnla nsilviAuag
Anude wazaUIsIUNYRIgnANTiilsionsdns Aud vi3euinis Taoussmlduszlemiann
arufiniesgnd Hruafiasanderesgndes wevadiEnadlulunavesaudndiiy
wuhBuegfunssisslidimusanfiauiiogluislavesgnén Ineuisnesuandlignénidiu
enudniivesgnéntiudedldmanouunusheaudiiusifesnafuUssdnnmans
N9
2. mmﬁ'ﬂﬁﬁlﬁmmﬂm@wa (Rational Loyalty) \ina1nnsgsimieauveula
Faila vietuveuainnisldsunmneuaussanaunimnisliuing fesdunsedesiu
lailstgnénluAnfisioussmdu faulfitgnaunils enafieudndldunnnimidudvie
133 videsnnnimiauieninig
Sirivan, Maleeya, Prayad & Suchart (2006) na1371 AM3IATEAUAIINAISAANALAY
NIRRT U AnssuRariRF LA ey vulugiureseuasluiRdy
Nn#AnIsu (Behavioral Consistency) uaAMENHILTININGT (Psychological
v =

Attachment) Tnglain13AMUADIAUSENBUTBINIEUIUTANAIUAINNAITNANA (Loyalty

Paradigm) eanilu 4 nqu ¢l

'
o [

1. ANASSNANALUIEAU (Low Loyalty) fio dauasnlusifsunginssulu

sRumuaziiauIInTUERnIneluszaus
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2. AMuRITnANALEN (Latent Loyalty) fin iaumsiludiaiunginssilu

v

SEAUAUAINTANUENTLLIFR INelusEAugs
3. AMUAISNANALTABY (Spurious Loyalty) fie dauasilulifiniungingsuly

FEAUAMUAINANUENITUTRN N TUTEAURN

4. ANUINANALUTEAUE (High Loyalty) Ais Innuasiiluiiiaunganssuly

sRuaarinUyn T InInen luseaugs

av dd v
2.4 nitEfRgITes

al1U3al nnmuna (2556) lavihnis@nwiizes BvignavesnanImnisuInIsidise
AnuianelavesgnaiasMsUdsudliusnisinsevielnsdwiiadeui wui Tunmsiuves
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