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The Study of Impact of Service Quality, Product Quality and
Product Price on Customer Satisfaction
— A Case of 3G Mobile Communication Industry

Student : Wu Kun-Mao Advisors : Dr. Chung Kuo-Kuei

Department of Information Management
The M.B.A. Program
Nan-Hua University

ABSTRACT

The research conferred with impact of service quality, product quality,
and product price on customer satisfaction. Adopted with questionnaire, and
the sample are customers of experiencing 3G service. By using SPSS
statistics software into “factor analysis”, “reliability analysis” and “regression
analysis”. According by the result of the research, all service quality, product
quality, and product price have the positive effect on customer satisfaction.

The research suggests that 3G mobile communication industry enhances
the fast service, attendants' attitude, and service trusted in customers in the
service quality aspect, enhances the convenient of using, the security of using,
and the trustiness of all functions in the product quality aspect, and debases
the price of the cellular phone and the telecommunication charge in the

product price aspect.

Keyword : 3G mobile communication -~ service quality ~ product

quality ~ product price ~ customer satisfaction
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A SR 0.746
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