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AN APPLICATION OF THE AMERICAN CUSTOMER SATISFACTION INDEX MODEL (ACSIM) IN THE
NEPALESE MOBILE PHONE SECTOR

GRIN Verlag Jun 2016, 2016. Taschenbuch. Condition: Neu. Neuware - Research Paper (postgraduate) from the year 2014 in the subject Business
economics - Marketing, Corporate Communication, CRM, Market Research, Social Media, grade: B, Maastricht School of Management, course: MBA,
language: English, abstract: Nepalese mobile phone market is one of the fast growing businesses with the penetration rate of at least 67.92% for
GSM mobile services. Mobile phone providers have also been competing to oEer dynamic services to customers. By doing this research, it is
expected to oEer inputs to enhance customer satisfaction with mobile services in Nepal. The term 'customer satisfaction' has become an emerging
issue for academic research as business organizations recognize that customer satisfaction is the only way to win in the given tough competitive
business world. The aim of this paper is to measure the antecedents and consequences of overall customer satisfaction with mobile services in
Nepal. This study is probably the first of its kind in Nepal, which uses standard customer satisfaction measures (American customer satisfaction
index model, (ACSIM) to examine the customer satisfaction with mobile services. It uses a structured questionnaire to collect the data from 242
young mobile users from two colleges in Nepal. Based on the observation, it is found that the influencing antecedents of customer satisfaction are
customer expectation, perceived quality and perceived value. Similarly, it is also found that highly satisfied customers are more likely to repurchase
and higher price tolerance to price increases by current mobile services provider or price decreases by rival. The result of this study is more
applicable to young adult mobile services market in Nepal rather than to entire mobile subscriber population. The study reveals that mobile
services provider must focus on improving mobile services quality to increase customer satisfaction and customer loyalty. The value of...
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