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# 9 ¢ 3971426028 MAJOR  DEVELOPMENT COMMUNICATION
KEY WORD: GUSTOMER EXPECTATION AND CUSTOMER SATISFACTION WITH MEDIA EXPOSURE IN

RELATIONSHIP MARKETING OF MOBILEPHONE USERS IN BANGKOK METROPOLIS,
THESIS ADVISOR ; ASSQ. PROF. QRAWAN PILUNOWAD PH.D.
158 PP, ISBN 974-638-4104

The main purpose of this research was to study the customer expectation and customer
satisfaction with media eiposure in relationship marketing of mobilephone users in operation service and
sefvice contact ;:oint. Three kinds of media studied were mass media : television, radio, magazine and
newspaper, specialized media : billboard, poster, brochure and publication, and personal media : relative,
peer, superior, salesperson, operator and call center representative. The respondents wera 400

) mobileuse:rs. Statistical procedures used for data analysis were percentage and mean computations,
* Pearson product moment correlational anatysis and ANOVA,

The resuilts of the study are as follows : -

1. The respondents were exposed to service information from thtee media at the moderate
level (equivalent to 2.47). The marketing media from which respondents received the highest exposure
were television, magaziné. billboard; radio, brochure, peer, publication, poster, relative, superior,
salesperson, operator and call center representative. ‘

2. Almost all of the respondents used the service contact point at the Jowest level of 1-2
times per month. The respondents came to pay for the general fees, consulted about the problems
happening to their mobilephone and asked for additional services respectively.

' 3. The respondents had a high level of expectation for operation service (equivalent to 3.92)
" but relatively the respondents had a moderate level of expectation for service contact point (equivalent to
2.83), ,

4. The respondents had a high fevel of satisfaction with operation service (equivalent to
3.98) but comparatively the respondents had a moderate level of satisfaction with service contact point
{equivalent to 2.83).

5. The expectation for mobile service significantly and positively comrelated with the
satisfaction with operation service and with service contact point at a high level {equivalent to .9475 and
.9318 respectively) meaning that if the respondents had a high level of expectation, the satisfaction was
at high level also, and if the respondents had a lfow {evel of expectation, their satisfaction would be

likewise at a low level,

X . : 4
MA3 nasuaze1duiuf muiioyelida......

" .ary A\
wuin I LLMCLEAL Tk mefieFenronsdifEnm. ZA3 oy jr[’fft

at . - o ]
Unvafinwn....... 2540 audie¥emenadnfinudan




fiadinssadsenid

Ineniimudaiiviieqinlulddsmhumieadnatassmannad
01, pTTe Udumllarm esdinnineiwud a13ler tngdek nsumsdey
Inenfiwud (asrdiiay) Fohuldliduuah wasdadadiuse 9 lumHiTeinded
anBA PBYAaUWIERN INAEnTINIY 01 R yaie Ussomnssumsingriiwug
waz wd. giann wdnsud nIsumsdavineiinug finganaazumlumMInns ues
éuunhlumaineiiveg vevauae oy Inamanswannms (maen
nesmI) fue  wWeuq dasq winuidhueaud ulWs wefia i
(uvu) Wew 9 wilnounAdrBuiatrasiueed weud aauyitaty i
ommy) Ttk gniditay glimsle  ueslianathumselumadafnd
fruanuaany unsidnnlwudaivihidegaaluied

Fugonsal wigUgygn



undntdaniwing
umantamwdIngy
AndAnImizma
MUYy

FITUYAITN
STy IN

uni 1

drstiey

uni
arutuin wasanudagusalgm

Tnguszmduaansidy

tyvmhmasy.

AHUAIUMTITY
VBULYAYNM TITY

finydwd

J L] o
Uselvmineadnslasu

Oy WWIAn ez AN

-l - J aF
NE)us) I.l.azu.‘u')ﬂﬂlntl‘lnun'l'jailﬂ'ﬁﬂ‘l\'lﬂ'ﬁma‘lﬂ PO
= o -~
b113)-2i] u.azu.‘u’mmlﬂ!l‘JﬂUﬂ'lil‘lJﬂiU'lh'la"li .................. .

a o w -
WU AGNEINRIUUTNS

- J [ o )
WNAMNBINUMTONBITHANUBATN oo

- J [ [~ \ L
WNRAMAIAUANINAIANIRYNETULIMT cerrnn

- J W -
WAMBIINUANHRIWEITUIUITNT e

av o W
\Tlu‘lQﬂ“lnﬂTﬂEN

suitvitive
Usenasiidlumedse

ngueIBEN
Auds wazmMafuly

wissdenlflumafununudaye

o
MINATDULA TN D

=
e

P 0 o p o o

[~ < B - - - B R

9
12
16
21
2/3

25
28

31
31
32
33
33



c
= =
=) 2
SIS

518A1IA DY
AVANUIN
ﬂi:’i’ﬁrgtﬁﬂu

nsflununstays

I'd v
WNUAMTITASUUY .

MTIATDT YA RADH 1osUTaNANATDUD e

HaNTIATIERD DY

agﬂﬂamﬁi’ﬂ afUnyna uaztalduaUNE

a9

afiumpua

P
TGATE R e SN

JDAUDUHLINMITIRY ...

Wi
34
34
35

38



-
ATHNN

A

10,
11.

12.

13.

14.

15.

16.

17.

d1UYAITN

WEMITINIU UBETANZUBINGNAIDER FIUNAIHNA v senrcirnn
KAEMSIOU UBIDUBLYBINGNAIDIN FIUUNMNEM worsmsrnssnes
UEIFIUIY UAETBLASYBINGNAIDEN IUUNMIUBNTW o
udnIIIY uazdpuazyNgNMIBt Hiuunmuszaunine ...
wimhuu uexdauacyanguiiatn Suunmunulddiuyans

ADLiBY
UHENT NI UBETREBZYBNGNAIBEN Suunmuuiengliuims

a~ d d
wuinsdwiiadoun
WA uBzIRLEYRANgNMI BTN Sruunmuszuznmmsly

w od__ d
Insdniinfoun
uamednau uazdonaruBINgNEIBEN SHuunmumansznuildTy

NnFaMzATHgialulagiy
UEMTINIU UBEIBNEXUBINGNAIDLN TruunmudszLanyawa

nenuRldfundamzasegislutlygiu
v mguaskansmuldunnannziasugislutegiu
uameenaae duidsnaigpumuiiduenuhdglungue
Afsadldnsdwhindoud ..........
usesd iy hudsausnasgumuiduauddglivoua
e lidndulassfumslidmilndwiedout ... csssins

udeesnIw dovns uszAmwimasdumataduima ety
MM I Insdwiiafoud uunmulsanasdinam
Foiawnezia ﬁaqﬂna .......................................................................
uanedane kazhudivusnaspvesimadiniuinms

.l w ' -
WndumIaivinT Suunemziamimdeonsty dawmwzis

wdahuIu, ussFarssy M IEINTUUINS & euuimsas
UBHN s msssissssr st mpsss s ssssssessassonsass

wdaed U wazfarazreTsaumainniuuins a gefuuing
UBAUTHN covsvsrsscsmssmsssnsssssssssmsi s s ssassassessassas e

. o o
wdashwnu daear dundy uaz Hwluunnigiuees

1] o J aF - 4 - L
nRNMBENAMINIULEINT & PTUVIMIVBIVTEN e

39
40
41
42
43
44
45

48

48
47

48

49

51

52

53

53

54



o
TN

18.
19.
20.
21.
22.

23.

24.

25.

26.

21.

28.

29.

» J e LS L4 . -
spiauauusgnumsliudnsinsdwiidn

FSUYAIIN (6iD)

‘ L4 J » ] & » o
udednu usziasszyasdedunmvingudradwunniuuing
a 9 furdmsuauitn '

¥ o - [ )
uamediadt use ddnuunaspudsenumaniaesgiu

VMU T M I U TN I A ARDUT .o cmscmmnnnesses
uameady use ddvasnaspudaenumeniediu

vimsdumsivims o yasuuims
naaeeuRdy ue SudsavunasguEasanuRaweleluam

v w ol o
UM IUM SIS I U U N S W ARDUN. e enemrerseerrcsesoresssmmresssssans

|
uaneAuade uaz dnadssnsnasgudasenuiweleluny

vimsdumsliuims o gaiuudng

wsmmamTinsia N dsnSsuiisuanuuandan
AadmtaTumnatfumslidminndenesy
doamziin uasiayAna IUUNTIMNA . ..ocvvveeereeeeeeen werssssecssenes
ngauamMiansianussnuianSruidfivuanuuansnees
amdsmatiafutsnsimiunsiuimnnndomnsm
daiavneis ua::ﬁwﬂna FIMUNIIHDWY cecvnrrrnenseninnescnsansasssns B
ugmmemIATs NNy Bsudsuauuansetes
Adsmsiiayrmsmsistunshirdnmsnnionesy
Fowmzie waxlayana uunmumin

uFmEenM TN Ap s UHruA LAY
amdsmidiafuiimssimsumsbivimsnndownsm
fa@mmede uazaaqﬂﬂa UUNMINTEAUNIIAN ot
wdswan FanzianuuninuienFsudisuanuuancas
dadumataiuimmaisniumlidmsnnsdemnan
damwizia wazdoypas huuneamelddineasdeidoy ...
wdamam e nsianaulninudsnSsudisuanuuansayes
Aadymtasmmasivatunsldidmsnndanany
daiawzin uazdaynaa SuunemezsznmmslinuTnadwd
(ABoUd crereerrnrssasarasasasaassasbsarans

55

56

57

58

59

60

61

63

65

67

69

7



o
a1

30.

31.

32.

33.

34.

35.

36.

#13UGMI1IN (n8)

usasuam i nsianuuininudsuFsuifisuauuand N
minasmadle Funasaidnsulivinndamessu Jawweis
upzdoyans huunsdsngiiimIruy
usedandiudszrinanumariwagTuuimInumali
winrzuulnsdmdiafioudt funs@edutnssitsdumsly

uimsmndmneny fawweds ﬁaqnﬂa ......................................
wasAanduRusswinaNuman g mIdunTIi
uiIms u giuins fumsdsfudnmadeiumslivinmn
Faneny Hamwefy ﬁauﬂﬂa .....................................................
udenAEnSuUE s NaN AW lesum 3liu3maszuu
Tnsdwiasauiiuns@asumsinfumalivinmn
doanayu Falmwmehs é‘aqﬂﬂa ....................................................
udaeanduiudszrinanufneladumslvuing m gasu
vins fumsdafuimasinsumslduinsndanam
dolawighn ﬁaqnna .................................. T ———
uamARRY AnNManI N TuLims dusnnikiwalaly |
TUUINT NUUNMITEANLEBINTIAUINT oo eeceserrerrneaniannens
uden AManduiuTzrinanumanepguuing du
anuiwalaluauuing

73

75

77

78

81

83

84



AIuYAN

7 o o mh
1 uammmﬁmﬁqmsuiwmzmumsﬁams UBZNITNIUMT
domnaraminme 10
2 UIMINTYISIIANG 12
3 uaenizsameRadyla@anlausms . o1
4 The Re matketing ladder of customer loyalty ......c..... 22
5 MUY " ANNAIN M INTIALUVUGEN A
PPy e e U 22
6 The Formatio} of Expectations ... 24

7 Definition of Sinjsfaction 26




	ปกภาษาไทย
	ปกภาษาอังกฤษ
	หน้าอนุมัติ
	บทคัดย่อภาษาไทย
	บทคัดย่อภาษาอังกฤษ
	กิตติกรรมประกาศ
	สารบัญ

