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Abstract

This paper develops a model of customer
satisfaction in the mobile telecommunication services.
We examine the relationships among customers'
overall satisfaction and underlying dimensions;
perceived service quality, service value, and brand
image. Variables related to customer satisfaction and
dissatisfaction are derived from customer critical
incidence survey. The model is estimated with
multi-variate data analysis. Results indicate that the
(1) technical service quality is the main driver of
customer overall satisfaction, (2) some peripheral
services are rapidly evolving into the core services of
mobile telecommunications, and (3) the current
policy of service providers does not focus on
customer satisfaction but on establishing chuming
barrier by increasing switching costs.
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3.1 CIT(Cross Incidents Technique)
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