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ABSTRACT
The current Internet has obviously become the main platform for most business transactions. Information retrieval applications for
these transactions must rely on wired terminal equipment with limited use range, which affects its performance and efficiency
substantially. However, new advanced developments in Wireless Local Area Network (WLAN) during the last few years have greatly
improved the speed and coverage in those Internet applications. Additionally, Taiwan government is actively pushing for
"M-Taiwan Plan™ with emphasis on "Mobile Services", "Mobile Living", and "Mobile Learning.” The M-Taiwan Plan will
ultimately extend the WLAN coverage rate between 80% and 90% in metropolitan areas, as well as between 30% and 40% in rural
towns and villages. These new business opportunities related to public wireless networks promise a tremendous potential for the
future. Currently, four telecommunications vendors including Chunghwa Telecom, Easy-Up Net, Mobitai Communications, and
Yam, have already invested in providing wireless network services to the general public. They face a stiff competition in this very
competitive market and should urgently prepare for better market strategy, increased service quality, providing multi-faced
technology services, and keeping old customers and signing up new customers. This study is based on questionnaire results by
interviewing Chunghwa Telecom customers in both Taipei County and Taipei City. It is further analyzed and investigated with
statistical analysis methods including factor analysis, variable analysis, and regression analysis in order to understand the
relationships between customers and wireless service vendors in the following dimensions: network service quality satisfaction,
customer service quality satisfaction, and post-sales behaviors. The results of the study may also serve as a reference guide for
telecommunications vendors and government agencies. Out of the 380 questionnaires distributed in this study, there are 240 valid
returns. The crucial findings based on the statistical analysis methods include: 1. Those customer demographic variables including
age, average monthly income, and weekly online hours are statistically significant to service quality dimension; the education levels
are statistically significant to overall satisfaction; and gender, age, and average monthly income are statistically significant to

post-sales behaviors. 2.Service quality dimensions including "prompt service response", "actual functions”, "service attitude", and
"information exchange" are positively related to overall satisfaction measurement. 3."Prompt service response”, "actual functions",
"service attitude", and "information exchange" are all positively related to post-sales "loyalty"; "prompt service response” shows
negative relation to "complaint” meaning prompt response to resolve customer’s problems would result in less customer complaints.
4.Customer overall satisfaction measurement is positively related to post-sales loyalty dimension. 5.Among the service quality
dimensions, "Prompt service response” affects the most to overall service measurement (.261), post-sales loyalty (.367), and

complaints (?.312) respectively.
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