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ABSTRACT

The purposes of this study were 1) to analyze the impacts of the privatization of
the TOT; 2) to analyze factors relating to the impacts of the privatization of the TOT;
and 3) to indicate problems and obstacles of the privatization of the TOT.

This study was conducted by handing out questionnaires to 2 groups of sample:
397 customers and 54 officers; by interviewing 5 executives; including by non — participation
observation. Statistical techniques used to analyze the quantitative data were frequency,
percentage, arithmetic mean, standard deviation and correlation coefficient with statistical
significance level at 0.05. The method used to analyze the qualitative data was content
analysis.

The results could be summarized as follows :

The impacts of the privatization of the TOT were at a high level in terms of the
quality service, the employment condition and the working environment.

The TOT has changed the administrative factors as following: 1) in terms of
organization structure, it has been changed to mixed functional and division structure in
order that the TOT officers were empowered to make a full decision about their work;
2) in terms of the administration, the communication in the TOT has been developed, the
information technology applied in administration and service, the financial management has
been modernized and transparent and the private principles of human resource management
applied so that the TOT administration was more efficient; 3) in terms of the officer’s

characteristics, the level of officer’s participation was at a high level which has positively



affected the organizational ambience. In addition, the level of officer’s knowledge involving
the privatization was at a medium level; 4) in terms of organization culture, the officer’s
behavior which emphasizes 8 values as following: customer come first, world class quality,
innovation and self-development, cooperation among the officers for the TOT, responsibility
for themselves, colleagues and organization, integrity and transparency. All this working
behavior has affected the quality service of the TOT.

The problems and obstacles of the TOT were as follows: 1) the regulations of the
bureaucratic process was obstacles to the private sector management style; 2) the organization
structure was changed so often that the officers could not operate with effectiveness;
3) most of the customer service center lacked officers and the office branches could not
contribute enough space for many customer’s service at a time; 4) most of the officers
could not adjust themselves to the TOT private sector management style; and 5) most of

the officers lacked skill to use the high technology equipment.



