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ABSTRACT 
 
 

Telecom market grow rapidly, since domestic telecom industry open free competition, 
service differentiation is become a criterion for customer consume option in the future with 
the rise of consumer awareness, and the product almost no difference situation. Therefore, 
this research take the service quality of telecommunication for example, try to find the 
main reason of service quality. In addition to raise the improve suggestion for the service 
gap, and can let related industry input resources to advance service transition. For this issue 
to gather relevant reference, interviews with experts, the Content Analysis confirmed that 
service quality dimensions and criteria, then designed the questionnaire for store managers 
to writing, the result of questionnaire regarding the SIA-NRM analysis, SIA found 
"Professional Competency" for the customer satisfaction of and important facets, 
DEMATEL analysis it is recommended that the industry should be based on "Service 
Environment" led to improvement strategy, because customers and employees have 
experience in enterprise service facilities and service space, which will affect the overall 
customer service experience. Follow-up by ANP analysis to identify companies should 
invest most resources in the "Experience Service", in addition to experienced products 
build, active and professional staff will take a long time to carry out education and training. 
The VIKOR analysis found that clients prefer the type of store is still located in the 
downtown area, spacious and bright, the best-performing stores. Finally, this study 
combines with interview news to aim at every service quality dimensions of 
telecommunication in order to raise dealer’ quality of service. 
 
Key words Telecom Industry Quality of Service Content Analysis SIA
DEMATEL ANP VIKOR 
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