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ABSTRACT

By improved manufacturing skill, mobile phone has become more easily to use and
carry. Besides, the decreasing rate of mobile phone and communication service makes
mobile phone more and more popular. In order to attract consumers and provide diversified
multi-media service by 3rd generation wireless communicating system, mobile phone
communication service providers have to find out the important communicating service
and improve their service quality by knowing their customer satisfaction. Customer
satisfaction could also provide message for service providers to select one of the most
benefit segmentation, and develop effective marketing strategy. To achieve these
objectives, the study was investigated by questionnaire survey with stratified random
sampling and extracted six factors from benefit variables by factor analysis. In addition,
four consumer groups were separated out by clustering analysis. Furthermore, the study
analyzed consumer’s characteristic according to significant variables of demographic
variables, geographic variables, and purchase decision making variables. Lastly, evaluated
customer satisfaction of each service providers by attribute rating map mentioned by Marr
in1986. The results show: (1) the demographics variables: gender; age and occupation in
each segment are significantly different; (2) the geographic variables: residency in each
segment is significantly different; (3) the purchase decision making variables:
communicating rate and communicating frequency are significantly different.
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