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Abstract

The objective of this independent study was to study knowledge, attitude and
practice (KAP) readiness of a network operator concerning the third generation
mobile network technology (3G), the mobile data usage behaviors and expectations of
its customers and to evaluate readiness in service of third generation mobile network
technology.

This study divided the samples into 2 groups consist of the operator and
customers. The operator group included 57 employees in Chiangmai Engineering
Department of Advanced Info Service Public Company Limited (AIS) and customer
group contained 384 residents of Mueang District, Chiangmai Province. The sample
data were collected by questionnaires and analyzed by description statistics such as
frequency, percentage, mean and house of quality, to find out the relationships
between customer requirements and technical specifications.

The KAP readiness study found that the employees had high levels of
knowledge and attitude towards the third generation mobile network technology. But
the level of practice was moderate. The 4 out of 5 managers agreed that the employees
had readiness. They argued that the basic theoretical knowledge, attitude and good
practices should help their staff to learn and develop skills in future. With one
exception, a manager thought that they were not ready. Because of the practices on
real equipment are mandatory.

Regarding the mobile data usage behaviors and service expectations, it was
found that 82.6 percent of customers have been using data services between 1-5 times
per month. The most popular data services were short messaging (47.9 percent),
music and ring tone downloads (44.5 percent) and multimedia messaging (43.2
percent). The 39.4 percent of customers paid not more than 50 Baht a month for
service charge.

About the technology understanding, the 76 percent of population had
received relevant information. mobile TV, high speed video/audio and video
conference were the most well-informed technology and the internet was the primary
information source for the 76.4 percent of customers. The 51.6 percent of customers
were interested in technology moderately.
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Regarding the service expectation of the third generation mobile network
technology, the 62.2 percent of customer preferred usage volume charging and mobile
TV was their first choice. But the rest of them wanted fixed monthly fee at less
than200 Baht with one service choice. The most required services were mobile TV,
video call and hi-speed video/audio, altogether shared 90.9 percent of the survey
result. This study also asked 3 marketing officers of AIS to assess market opportunity.
All of them agreed that the third generation mobile network technology would have
bright fortune.

From the study about the relationships between customer requirements and
technical specifications of 2G and 3G, it was found that the two technologies had
different technical details. Some of the 2G limitations made it unable to create the
services that customers wanted. But the 3G technology was capable.

In conclusion, the third generation mobile network technology had readiness
in service because of the employees’ readiness and the customers demand.



