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Lertpitakthum, S., M.B.A., March 2016, Graduate School, Bangkok University.
Service Quality and Brand Image Influencing Purchasing Intention for the use of
Broadband Internet Service Provider. (74 pp.)

Advisor: Lokweetpun Suprawan, Ph.D.

ABSTRACT

The purpose of this research is to study the influence of purchasing intention
for the use of broadband internet service provider including, service quality and brand
image. The main respondents of the study were individuals who have subscribed to
internet service with a sample size of 400. Questionnaires were used as a research
instrument to collect data. Statistics used for the data analysis were frequency,
percentage, mean, standard deviation, Pearson’s correlation coefficient, simple
regression analysis and multiple regression analysis.

The research was found that most of respondents are female, aged between
21-30 years old, with a bachelor’s degree or equivalent. Most of the sample is
employed in private companies with a monthly income between 15,001 - 30,000 baht.
TRUE internet company was chosen by most of the respondents for their internet
service provider. Based on the collected data, internet users mostly use Smartphone or
Tablets to connect to the internet. The average time of internet usage is more than 3
hours per day, between 7.00 PM to midnight. The respondents in this study usually
use their internet connection for watching movies, listening to music and chatting.

According to the hypothesis testing, service quality -- tangibility and empathy --
and brand image have a significant impact on purchasing intention in selecting
broadband internet service provider. On the other hand, the components of service
quality including reliability, responsiveness and assurance have no significant effect on

purchasing intention at the significant level of 0.05.

Keywords: Service Quality, Brand Image, Purchasing Intention
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Undvinsvanevinulalvinauvingvasgaunimnishivinmstivainiaty 1w Lewis &
Bloom (1983 ¢l s3n30i LHag3d, 2558) ndalidn amnmnsliuiniadudd Tadesedy
Fureamsuinmsiidweuangliuinsiefuuins Mdamduiusasatunudomnisves
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SUUIMIIINMISITYNT (face-to-face) wagnsiduRusSuATEnIglUSNsAURSUUINS
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v a = v (% dy

wfpafia1saniie 4 Ussmanan fell

Usgn1591 1 anumaniswesisuuinis (Customer Expectations) Wudsidndeyaes
NFEUIUANINAITUING A N15VINMIUANUAINVTIVRINTUINTS davilifinauisnela
YOIR5UUINS InefinsasdnaiuiieNvzanuysuusnis wWielddusmdinssauanuiionelaves
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svogdl 2 Werldasrdnd Anwiunguifuuinislesiams Tagldsuuuunanmnns
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NATINTARFUAMNINANTUTANT ANUNTTUTUAZAIUAIANIIVBIETUUINNT

svoeil 3 WoiBsUsedng azadeiusyoxi 2 wiesiiuvenonansidelinseunqui
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31NNTI8LT0 UIFeNNdnSnasion15as 1R nnITuINIS0 Ziethaml,

¥

Parasuraman & Berry (1988) annsavinlildia3aailofldinnsuinanmnisuins
SERVQUAL 5 $nuili3entn RATER (aauemad \iwssssu, 2552) fi)

1. shunnaugUsssuvesuinng (Tangibility) lWudnwazynamenwitanansnse i
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FoIN5UREFUINIFIANLGAIN N381 158 MTIR InsAnsedeansidusamsam
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ddey Teun euususssuwesuinis (Tangibility) aAudedelingdald (Reliability) nns

v Y

MOUAUBY (Responsiveness) NSIAANLLTONU (Assurance) taznsiontald (Empathy)

2.2 wuRakasNg BN INaNYAlnIIEUA

;Y 1
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a

Robinson and Barlow (1959 819h waaiau 10ua1SIAANR, 2555) na1abian
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¥
a Y

1Y) ¢ da & N P I3 =

amanwel fie AMmAinTuananuIaniinfanlnessins Muiinduvesyanaiy 9 819
NUITTAUNITAINIINT (Direct Experience) Wazy199au (Indirect Experience) VDIYAAR
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= a o A o a = IS a awva i a :.’/ o 4
ANUTE AUAR LazanuUseriulannedladmils IviruaRuazn1sUURsediy vily
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VNA TRV DBUYDIAINY LD
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WUULRNIZa AuediunsnuasILils (Product Positioning) U84dUAILAZUINITLUUALA
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Y
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3. fszuunmsuimsuagdhonsdnnisidussavsam

4. a5 13UselerinwmuAsegna kNI

5. UfURNumung seileuwazng nuneveatuiles
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inastlunTsInnIANYal AuwLIAnYes Philip Kotler tnaduwunliidu 2 szau fe
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2. Mwanwalnenfiuaulsylevivesdum aeldnsiauaiu wu Ysednsanluns
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9 A
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q 4
4

sewhsdsfagldfunianntedudnfudunuililunisindodudn
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5. pwdnualiiAeiuyaina e ImsIAUM
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NOANTIUAMUASIA (Behavioral Intention)
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Zeithaml (1990 919lu Wad@s eduii, 2555) na13biin anunslatedumi (Purchase
Intention) \Junszuiumsilumsuaskaiiiestosiuinlavesgnan uandiiuianisg
LHUN1TEBNTRAUA LA UINTYRIgNAT Inelinisiansandssleviveduiuazu3nig
WialinsaiuANNABINTUaIULeY aviouivanliulavesgnAnilsensduniasdimasie
ngRnssuNIsaengedusluauing Tuliiediu Zeithaml, Berry & Parasuraman (1990 919
Tu Yessau 1nside, 2556) na1ntian Aruaslagaun1swandne nsidenldauainazusnis
en.// I~ Ly = [y [y g 1 2 gj dy I a aa d! c{' Y @
Hue Wumidensududu waznanlain aussladeidudniifnieniansiiiuisnii
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Res 0.745"  0.850" 1 0.8377 0813  0.498" 0.531"
As 0.707" 0815 0.837 1 0.833° 0546 0.524"
Em 0.693 0.792° 08137 0833 1 0.515" 0.539"

Brand 0517 0.497°  0.498" 0546 0515 1 0.593"

purchase 0.544" 0519 05317 0524° 0539 0593 1
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Em: anuwalala Brand: AMWAN®AIASIAUAN

Purchase: AUAILALTUSAIS
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157991 4.20: UARIHANTITIATIZDANBELTINY (Multiple Regression) TunisAinwladednu
A nstuInIslaun suenadugusssuvesnishiuinig anudeds
114l nsmeuaues mMslinnuwediu wazaueilald Milsvsnasdeaiy

Falalunsldusnsdumasidnusenwuus

AuUs B S.E. B A1y t Sig.

Al 1.807  0.162 11.188  0.000
ﬂ’J’]lJL‘ﬁUEUﬁiiWUENﬂ’]i

e 0.236  0.055 0.270 1 4.267  0.000*
arudedaliida 0.074  0.075 0.083 3 0.985 0.325
NTNDUAUDY 0.038 0.075 0.047 5 0.510  0.610
nslianandesiu 0.055 0075  0.064 4 0.728  0.467
Anelald 0.164 0.068 0.195 2 2397 0.017*

a. Dependent Variable: purchase

nunewe R? = 0.354 ; Adjust R? = 0.345 ; F = 43.098 ; Sig < 0.05

INAITNN 4.20 NANTIATIEIAUNITONNBELTINY (Multiple Regression) wuin
Yadeniidnsnanennuadlalunisidusnsdumesdinuseniuus aunsaesulenunlsusiu
vpanundlalunislausnig laussanasesas 34.5 (Adjust R?2 = 0.345) indedniesay 65.5
Hunaainsauusdug Alildihanfinnsan lneduanunduglsssuvesmsiiusns (B =
0.270, t = 4.267) wagenuanuetald (B = 0.195, t = 2.397) davsnaneaudslalunsly

a a ¢ ¢ I A v o o A ' Y A A Y
Usmsdumesilauseauuud sthelitiodfnyd < 0.05 drudadesuanudeielings B =
0.083, t = 0.985) funismevaues (B = 0.047, t = 0.510) uazdunisinnudesu (B =

0.064, t = 0.728) lsfidnsnasamudslalunsidusnisdunesiinusonuuus sgnsitodfey

1 < 0.05 JwausUaNUAFIUN 1.1 AU 1.5 wasUfiasauumgiuin 1.2 - 1.4
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A15991 4.21: UAAIHANNTIATIZaA0aLLBaNY] (Multiple Regression) TunisAinwladennu

1% =

AMNINNISIIUSMTIAEA NN BalnIAUAT NilBvawasieauaslalunsly

USN5BUWBSITInUTOALUUA

AauUs B S.E. B t Sig.
Al 0.804 0.194 4.138  0.000
AN NUINTS 0.358 0043 0378 8243  0.000*
AMANYRIRTIAUA 0.473 0058 0374 8167  0.000*

a. Dependent Variable: purchase

nunewe R? = 0.446; Adjust R? = = 0.443 ; F =159.875; Sig < 0.05

NNASN 4.22 HANTIATIZNENNITOANRELTINY (Multiple Regression) Wun 63
wUsAuNMNNSIUIMIkazn Enwalns1duaniansnaseanuadlalunisldusnig
a 5§ = 3 a o Y a 1%
dumesiinusanwuus ausnesuisANuklsUTIvTasAuadlalunslduinms lauseunu
$ouay 44.5% (Adjust Rz = 0.443) MLwaedniseay 55.5 Wunaandudsous Nlailadnun

a o w

fonsan Tnefuaanmnstiuinis (B = 0378, t = 8.243) wazdunwdnvalnsidum (B =
0.374, t = 8.167) fdnswanaauslalunisidusnisdumesidausonuuun sgnsidediAan

< 0.05 FeaUFUAULAFIUN 1 Uag 2
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