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ABSTRACT

Advanced Info Service Public Company Limited (Thailand) or AIS adopted
Self-service system use in 2012, besides Website and Mobile service. However, as
competition among service provider presently, the company has developed a kiosk
system as an customers’ choice to use the company services.

Such systems are expected to facilitate the customers feel convenient,
fast and does not waste time queuing to be served. Moreover, they cause the
customers satisfaction, leading to customer loyalty building toward the company.

Therefore, this research aims to study the quality of the system in terms
of availability and usability that affect customer satisfaction and use of kiosk systems
that affect customer loyalty with AIS. Conceptual frameworks are developed by
deriving from Delone & Mclean IS Success model 2003 and Technology Readiness

(TR).
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This study collected data using a total of 294 sets of respondents, who
are the mobile customers, who had experienced the service center (AIS shop) in
Bangkok. The data was performed Regression analysis using statistical software
packages to examine the relationship between various factors affecting Customer
satisfaction, including Use of kiosk systems affecting Customer loyalty toward services
of the company.

The results of this research show that (1) the kiosk system quality in
terms of availability and usability affects customer satisfaction and (2) the customer
satisfaction occurred affects customer loyalty toward the company. In addition, the
kiosk system quality also affects intention to use. That intention to use and the
availability of technology in terms of optimistic view, innovation and insecurity will
affect kios system use of the company.

The result of this research as follows: (1) it confirms both the theory of
technology readiness and information system success model used to develop the
ceptual framework in this research. Moreover, (2) this result can be applied for any
companies, which intend to develop kiosk system or other information systems as
close to kiosk system for providing customer service, (3) used as guideline of such
system development to meet customers expectation, both basic requirements about
the system and user response related to availability and usability, including (4) can
cuase the information security transmitted over or stored in the system, and
defensive measure leading to the customer's confidence in system use of any

services.
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