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Abstract

The purpose of this research is to examine the effect of service
quality on the continuance intention of broadband Internet users of National
Telecom Public Limited Company in Nakhon Ratchasima Province. The
sample comprised 385 participants aged 20 years and above who were
current broadband Internet users of National Telecom Public Company
Limited in Nakhon Ratchasima Province. Data were collected using
a questionnaire and were analyzed using descriptive statistics, including
frequency, mean, percentage, and standard deviation, as well as inferential
statistics through multiple regression analysis. The results of the study
revealed that service quality dimensions of empathy, assurance, and
tangibles had a statistically significant effect on continuance intention at the
0.001 level, while responsiveness had a significant effect on the continuance
intention to use broadband internet at the 0.05 level. Reliability, however, was

not found to have a significant effect. Together, the independent variables
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explained 55.30% of the variance in continuance intention. These results
highlight the importance of empathy and assurance, as well as the need
to further strengthen tangibles and responsiveness. Although reliability
did not show a significant effect, it should not be overlooked as it may play
a critical role in fostering long-term customer relationships and sustaining
competitiveness in the telecommunications industry.

Keywords: Service Quality, Intention Service, Service Users, Broadband

Internet
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