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ABSTRACT

The independent study entitled, Customers’ Satisfaction toward the Service of the 4" Chiang
Mai Telephone Office: A Comparison between Customers of TOT and TT&T had the following
objectives:
1. To measure customers’ satisfaction level towards the service of the 4" Chiang Mai
Telephone Office.
2. To identify problems and obstacles including expectation of customers who use services
in the 4° Chiang Mai Telephone Office.
3. To compare the satisfaction of the two groups of customers, the TOT and TT&T,
towards the service of the 4" Chiang Mai Telephone Office.
The respondents in this study comprised of 400 customers who used the service of the 4"
Chiang Mai Telephone Office. Data collection was done through questionnaire survey and was
analyzed by the SPSS program for windows. Statistics used for data analysis included percentage,

arithmetic mean and t-test with the significance level of 0.05 and 0.01 for hypothesis testing.



The results of the study were as follows:

(1) the customers’ satisfaction towards telephone repair and maintenance service and public
phone service was low.

(2) the customers’ satisfaction towards the facilities of the 4" Chiang Mai Telephone Office,
collection staff, public relations staff, billing and credit controller, installing and transferring service,
technician’s service and operators’ service (1133) was at medium level.

(3) the customers’ satisfaction of total image of TOT Corporation Public Company Limited
was at high level.

When comparing customers’ satisfaction between the two groups of customers, it was found
that the average satisfaction score of TT&T customers was higher than that of the TOT, with the
mean scores of TT&T and TOT at 3.08 and 2.86, respectively.

Frequent problems of the 4" Chiang Mai Telephone Service office reported were insufficient
parking space, not enough service counters, no immediate response of 1177 operators for telephone
repairing and it took too much time for the repair as well as not having enough public phones.

Customers expected that the public phones of both TOT and TT&T would be regularly
maintained and fairly distributed in the demanding areas.. MOI‘COVGI:, customers expected to have a
better service than what they are now having, particularly, the system of Telephone Number Inquire

Service (1133) and Telephone Repairing Service (1177).



