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ABSTRACT

This specific study is based on the information from questionnaire interview of
120 samples of TOT's clients who cancelled their use of fixed line telephone service.

It is found that the majority of those who made such canceHation can be
described as femaie, age 38 on the average, married, bachelor degree graduate,
employee in either public or private sector, with average 16,666.67 baht monthly
income, using only one TOT number, and having one's own house in Chiang Mai
municipality area.

The common telephone using behavior and pattern of those who cancelled the
fixed fine service are found to be using telephone during 18.00 p.m - 22.00 p.m most of
the time, spending about six minutes on the telephone, calling with in the same area
code, using telephone about four times a day, paying on the average 675 baht for

telephone service per month, making payment at TOT's customer service center more



often than other means, and having used the fixed line service for seven and a half
years prior to the cancellation.

The study on the reasons for canceling such service reveals that the desire to
cut down expenditure or to discontinue the extra or unnecessary telephone numbers is
the most common facter, The next important factors resulting in the cancellation are tHe
switch to use cellufar phone and the discontinuation of private business activities,
respectively. The main problems encountered by the ex — users of fixed line telephone
service were described as the slow speed internet service, frequent disconnection and

the slow service provision for problem inspection and fixing.



