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ABSTRACT

The first objective of this research is to study the general conditions of the recognition of
customer expectations, quality and value of service, customer satisfaction, customer complaints and
loyalty of high speed internet home users in Bangkok Metropolitan area. The second objective of this
research is to study the factors of perception of customer expectations, customer quality, value of
service, customer satisfaction, customer complaints in relation with customer loyalty of high speed
internet users in Bangkok Metropolitan area. The research population consisted of 400 high speed
internet home users in Bangkok Metropolitan. The Sampling Model was applied in Quantitative
Research Method and the research tool used in collection data was questionnaire.

The research result found that the majority of sample population were single, over 41-year-
old women, averagely with undergraduate education with income ranging from 15,000 to 30,000
baht, working as private employees and/or office staff. Most of them used 101 Mbps-200 Mbps
TRUE Internet service. The monthly service fee ranged from 500 to 1,000 baht and the service
duration was from 1 to 5 years. The average service time of the sample population varied from 6 to 10
hours per day.

The hypothesis test results showed that the expectation of the customers affected the quality
of the service. The expectation of customers and the service quality affected the value of the service.
Both the service quality and the service value affected the satisfaction of customers. Anyhow, the
expectation of customers did not affect the satisfaction of customers. The customer satisfaction
affected the loyalty of customers, as well as the negative impact on customer complaints. Lastly, the

customer complaints did not affect the loyalty of the customers.

Keywords: Satisfaction, internet users, ACSI model
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