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59930095: CONCENTRATION: GENERAL ADMINISTRATION; M.P.A. (GENERAL
ADMINISTRATION)
KEYWORDS: SERVICE QUALITY/ EXPECTATION/ PERCEPTION
AREEWAN THANAKIT: SERVICE QUALITY OF RETAIL PARTNER AT TRUE
CORPORATION PUBLIC COMPANY LIMITED AREA CHONBURI 2. ADVISORY

COMMITTEE: SUPRANEE THAMMAPITHAK, Ph.D. 88 P. 2018

The purpose of this study was threefold. First, it aimed at examining the expectation
among customers using a monthly mobile phone package service, True Move H, provided by the
Division of Retail Partner, True Corporation Public Company Limited, located in Chon Buri
Province Area 2. Also, this study intended to study the actual quality of service of this mobile phone
package service, True Move H, provided by the Division of Retail partner, True Corporation Public
Company Limited in Chon Buri Province Area 2 as perceived by the customers. The third purpose of
this study was to compare the expected and actual quality of service as perceived by customers using
the monthly mobile phone package service, True Move H, provided by True Corporation Public
Company Limited in Chon Buri Province Area 2. To collect the data, a questionnaire was used to
survey the opinions of the subjects who were 400 service users using the service at local True Agent
Plus shops in the sub-districts in Chon Buri Province Area 2. The statistical tests used to analyze the
collected data included frequency, percentage, mean, standard deviation, and the test of paired t-test.

The results of the study revealed that the majority of the respondents were more females
than males, aged between 31-40, holding a bachelor’s degree onwards, and originally living in other
provinces. Most of them have used the monthly mobile phone package service, True Move H, for the
first time when they applied for their identification cards. Also, the subjects reported that they used
the service because of its convenience. In addition, prior to using the service, their level of
expectation was at the highest level. After using the service, the subjects’ actual experiences of
quality of service of the monthly mobile phone package service, True Move H, provided by True
Corporation Public Company Limited in Chon Buri Province Area 2 was rated at a high level. Also,
based the result from the comparisons of the expected and actual quality of service, a statistically
significant difference was found at a significant level of 0.05. Finally, when considering each aspect
of quality of service, it was shown that the comparison of each expected and actual quality of service

was different at a significant level of 0.05.
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