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ABSTRACT

The study of the opinion of Tambon Administrative officers toward Internet access
by TOT Corporation Public Company Limited in Chiang Mai province was a descriptive
research using a survey method. The objective was to study the opinions of the Tambon
administrative officers relating to the services, benefits and problems toward the Internet
Tambon access. The method used in this study was collecting data from questionnaires
distributed to the Tambon Administrative officers who directly responded to the Internet
Tambon Project. The data were analyzed by frequencies, percentages and mean statistics.

Consequently, the study of 76 questionnaires which were returned from the Tambon
Administrative officers showed that most of the respondents were female at the age range of 20 —
30 years old, with working experiences between 1 — 5 years, with a Bachelor degree and working
as data input officers. Few of them were trained to use the Internet Tambon Project. They
accessed the internet from 08.00 A.M. to 10.00 A.M., from 30 minutes to 1 hour per day, more
than 20 hours per month. Most of them shared the Internet with others, and few of them used
other ISP.

The respondents had the opinions on a high level toward the necessity and expectation of
all the 5 service dimensions : responsiveness, reliability, tangibles, assurance and empathy,

respectively.



The respondents had the opinions on a medium level toward satisfaction of all the 5
service dimensions : assurance, responsiveness, tangibles, empathy and reliability, respectively.

The respondents had the opinions on an extremely high level and on a high level toward
the benefit of the Internet Tambon Project. The most benefits were update events, update
knowledge in continuation, information and news in support to both government agencies and
people, and providing another way for the community to access knowledge.

The most problems found in using the Internet Tambon Project were a low speed
connection, computer virus, inaccessible websites, line fault, long time spent to recover line fault,
difficulting to contact service personals and impossible log in.

Based on this study, it is recommended that TOT Corporation improve its services in
order to reduce the customer gap without additional costs, in order to improve the service
standard, the Internal process and employee management. By providing advance tools or
equipment, providing help-desk system and employee training to gain more competency will need
additional costs for improvement.

Other issues recommended for a further study are factors affecting the customer
expectation in using TOT corporation services in the Internet access and a feasibility study of hi-

speed wireless local loop to promote the use of the Internet in remote areas.
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