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Independent Study Title Service Marketing Mix Factors Related to the Loyalty of

Mobile Phone Customers

Name - Surname Miss Soraya Kemcharean
Major Subject General Management
Independent Study Advisor Mr. Krisada Chienwattanasook, D.B.A.
Academic Year 2016
ABSTRACT

The objectives of this survey research were to: 1) investigate how the differences of
individual factors related to the loyalty of Thai mobile phone customers, 2) study the relationship
between service marketing mix factors and the loyalty of Thai mobile phone customers, and 3)
study the relationship between lifestyle factors and the loyalty of Thai mobile phone customers.

The samples of the study were 450 monthly payment mobile phone customers of
Advanced Info Service PLC. The research tools employed were questionnaires. The data were
analyzed using descriptive statistics including frequency, percentage, mean, standard deviation, and
inferential statistics including Independent Samples t-test, One-way ANOVA and Pearson’s
Correlation Coefficient.

The results indicated that the different range of monthly incomes had different effects on
the loyalty of mobile phone customers. The service marketing mix factors were related to the
loyalty of mobile phone customers in the same direction and the relationship was at a very high
level. The relationship value (r) was between 0.376-0.878. Physical evidence, process, and
promotion were at the highest levels of relationship respectively. Additionally, the results revealed
that the relationship between lifestyle factors and the customer loyalty was in the same direction and
at a very high level. The relationship value (r) was between 0.557-0.910. Opinion was at the highest
level of relationship.

Keywords: service marketing mix factors, lifestyle, loyalty
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3 +1 0 +1 2/3 0.67 A0ANADY
4 +1 +1 +1 3/3 1.00 A0ANADY
5 +1 Né +1 33 1.00 A0ANADY
6 +1 N +1 33 1.00 A0ANADY
7 +1 +1 +1 3/3 1.00 A0ANADY
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v a
ASUUHUDINIVYIBIEYAUN

Y o
YA
Y 4 YR | 10c=YR/N | ajlwa
Yon 1 2 3
AT AUNIMIANAVIAT : MUANIIAADNNIINYMNN (51 TOC = 0.)
1 +1 0 +1 2/3 0.67 A9ANFD4
2 +1 +1 +1 3/3 1.00 A9ANA04
3 +1 0 +1 2/3 0.67 A9ANA04
4 +1 +1 +1 3/3 1.00 A9ANAD4
5 +1 +1 +1 3/3 1.00 A9ANAD4
q‘ a 4 9 A @ @ o A AAa
M99 2 v IRz DAeUMNTeyaNeInuIteg UuUUMIAITINT A
P ~
Y . AZUUUVDIYITEINIYALN
Yoo
v o YR | 10c=)YR/N | ajlua
Yon 1 2 3
guuumMIAIuTIA : hufonssu (538 10C =0.)
1 +1 +1 +1 3/3 1.00 A0ANADA
2 +1 +1 +1 3/3 1.00 A9ANA0Y
3 +1 +1 +1 3/3 1.00 A9ANADY
4 +1 0 +1 2/3 0.67 ADANADA
5 +1 N +1 3/3 1.00 ADANADY
6 +1 ¥1 +1 3/3 1.00 APANADY
7 +1 0 +1 213 0.67 APANADY
8 +1 +1 +1 3/3 1.00 APANADY
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v =
ASUHHYIINIFEIBIYAUT

Yo r
ud 1 , . YR | 10c=)YR/N | ajilwa

sUnuumMIAuIuGIa : huanuaule (531 10C =0.)
1 +1 +1 +1 3/3 1.00 A0ANADY
2 +1 +1 +1 33 1.00 AOANADY
3 +1 +1 +1 3/3 1.00 A0ANADY
4 +1 +1 +1 3/3 1.00 A0ANADY
5 +1 +1 +1 3/3 1.00 A0ANADY
6 +1 +1 +1 3/3 1.00 A0ANADY
7 +1 +1 +1 3/3 1.00 AOANADY

JUnUDMIAUIUEIA : uaNUAHEY (333 10C =0.)
1 +1 +1 +1 3/3 1.00 A0ANADY
2 +1 +1 +1 3/3 1.00 A0ANADY
3 +1 +1 +1 3/3 1.00 AOANADY
4 +1 v +1 3/3 1.00 A0ANADY
5 +1 +1 +1 33 1.00 AOANADY
6 +1 +1 +1 3/3 1.00 A0ANADY
7 +1 +1 +1 3/3 1.00 A0ANADY
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v =
ASUHHYIINIFEIBIYAUT

v
%;;;m 1 , . YR | 10c=)YR/N | ajilwa
ANUANA : MUM35D3 (5931 10C =0.)
1 +1 +1 +1 3/3 1.00 A0ANADY
2 +1 0 +1 2/3 0.67 AOANADY
3 +1 +1 +1 3/3 1.00 ADANADY
4 +1 +1 +1 3/3 1.00 A0ANADY
5 +1 +1 +1 3/3 1.00 A0ANADY
ANUANA : MUANNFAN (330 TOC =0.)
1 0 +1 +1 23 0.67 A0ANADY
2 +1 +1 +1 2/3 1.00 A0ANADY
3 +1 +1 +1 3/3 1.00 A0ANADY
4 +1 +1 +1 3/3 1.00 ADANADY
5 +1 +1 +1 3/3 1.00 AOANADY
AMWANA : drumniala (393 10C = 0))
1 +1 +1 +1 3/3 1.00 A0ANADY
2 +1 +1 +1 3/3 1.00 A0ANADY
3 +1 +1 +1 3/3 1.00 A0ANADY
4 +1 +1 +1 3/3 1.00 A0ANADY
5 +1 +1 +1 33 1.00 AOANADY
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1. ﬁm:1mﬁaﬁummsmna@umuﬂﬁﬂémﬂiztmmmmmﬁms (‘5114’314! 38 "’IQJ}E)ﬁWE]"IiJ)

Case Processing Summary

N %

Cases Valid 30 100.0
Excluded” 0 0

Total 30 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.897 38

Scale Statistics

Mean Variance | Std. Deviation | N of Items

148.00 282.897 16.820 38

** Cronbach's Alpha = 0.897
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2. manayesuvewuuaeumnfadazUnuumsaiiugIa (Sruu 22 definw)

Case Processing Summary

N %

Cases Valid 30 100.0
Excluded 0 0

Total 30 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.869 22

Scale Statistics

Mean Variance | Std. Deviation | N of Items

85.23 140.737 11.863 22

** Cronbach's Alpha = 0.869
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3. mAaNNaNUvBUUaaUmNdANNANG (F11IU 15 Vof01Y)

Case Processing Summary

N %

Cases Valid 30 100.0
Excluded” 0 0

Total 30 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's

Alpha

N of ltems

.843 15

Scale Statistics

Mean

Variance

Std. Deviation N of ltems

57.83

85.937

9.270 15

** Cronbach's Alpha = 0.843
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095-5366868

soraya_eam(@hotmail.com
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