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ABSTRACT

The purpose of this research was to study the customer satisfaction of the basic
telephone of TOT Corporation (Public) Co., Ltd. in Pathum Thani Province. The sampling group
was 398 customers in Pathum Thani Province. Questionnaires were used to collect data. The
data was analyzed by descriptive statistics and presented in the form of frequency data,
percentage and means.

It was found that the customers were satisfied with the TOT basic telephone in the
medium level. The satisfaction level in each element was as follows:

The satisfaction in services was in the medium level. The satisfaction in the Y-Tel
1234 service was in the highest level. The satisfaction in dealing with complaints was in the
lowest level.

The satisfaction in prices and fees was in the medium level. The satisfaction in the fee
of Y-Tel 1234 service was in the highest level. The satisfaction in the instailation fee of the basic
telephone (3,584.50 baht) was in the lowest level.

The satisfaction in locations was in the medium level. The satisfaction in places for
paying for telephone bills was in the highest level. The satisfaction in channels or places for
receiving complaints was in the lowest level.

The satisfaction in marketing promotion was in the medium level. The satisfaction in
the fee of the Y-Tel 1234 service during the promotion was in the highest level. The satisfaction
in public relation of the 1222—free internet was in the lowest level.

The satisfaction in service officers was in the medium level. The satisfaction in
customer service officers at customer service offices was in the highest level. The satisfaction in

customer service officers at complaint centers was in the lowest level.



The satisfaction in qualities or benefits from the service was in the medium level. The
satisfaction in benefits from the basic telephone was in the highest level. The satisfaction in
qualities and duration of repairing a telephone line was in the lowest level.

The satisfaction in processes or method to provide services was in the medium level.
The satisfaction in processes or methods of Y-Tel 1234 service was in the highest level. The

satisfaction in processes or method of dealing with complaints was in the lowest level.



