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Abstract

The objective of this independent study is to study the factors that affects the
customer’s decision to subscribe to the non-voice services provided by Advance Info Public
Company Limited in Mueang Chiang Mai District.

The data was collected from 400 questionnaires given to pre-paid and post-paid
customers in Mueang Chiang Mai District who used to use non-voice services provided by
Advance Info Services PCL. Statistical techniques used were frequency, percentage and average.

The result indicated that most of respondents are female, who were between the
age of 26 -30 years old. Most of them have bachelor degree and were company staffs with
average salary of approximately 5,001-10,000 Baht. Majority of them were pre-paid customers.
Reasons to select AIS as their service provider were because of the network quality, convenience
in making a payment or topping up the balance, and cheap airtime. Most respondents makes their
own decision in selecting the service provider and most of them have been using mobile phone
for more than 4 years. Average expense on using of mobile phone does not exceeds 500 baht per
month, however, the non-voice service expense was normally less than 50 Baht which typically
incurs from using 1-10 SMS service per month. Most of them use “Nokia” phone with color

screen because it easy to use.



Service marketing mix factors that affects customers’ decision to subscribe to non-voice
services were scaled according to the impact it has on the customers’ decision where the higher
the value of the impact score the more impact it has on the decision making. The most important
factor seems to be the process in providing the service factor (3.88). Other factors with lower
impact score ranging from high to low are product and service factor (3.87), location and market
opportunity factor (3.74), price factor (3.73), staff factor (3.73). Additional sub- factors that
affects the customers’ decision are coverage area of non-voice service (4.07), ease of connection
(4.00), convenience of making the payment (3.99), and the promptness in providing the solution
to the problem (3.93).

The main problem that prevented the customers from subscribing to the non-
voice services was the high service rate which was more expensive than other competitors
(44.00%). Other factors included no free-trail promotion period for new services (43.25%) and
no discount on annual usage (35.00%). Some reported that the non-voice service was too
complicated (32.75%) and some simply did not have a real need to use the non-voice service
(26.75%) or did not own a mobile phone that supports non-voice service (26.50%). The non-
major factors were the delay in providing solutions to the problems (21.25%), difficulty in
understanding the instruction given by the staff (18.75%), lack of advertisement (13.75%),

outdated office equipment (7.25%), and other factors (0.75%).



