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Abstract

TE1398395

This research aims to 1) study environmental factors that effect the day to day
running of a communication business 2) to study development in service quality in order to
meet customers satisfaction in network coverage, after sales service, and marketing 3) to

study obstacles and how to develop management in a communication business. _

The sample group was made up of customers that used the DTAC 1800 network
cell phone with Total Access Communication Plc, north-eastern office, in Khon Kaen
between October 2002 and December 2002. The data was collected by structured
interview and analyzed by SPSS program for Windows. Statistical analysis was made by
arithmetic mean and standard division.

It was found from the study that environmental factors that effect the day to day
running of a communication business consist of: External factors 1) competition with other
service providers 2) more choices consumers get from the other competitors 3) economic
condition which results in consumer spending habits and 4) rapid change of technology,
and Internal factors: company’s vision, obligation, cultural organization, and employees.

In measuring customers’ satisfaction in 3 areas: after sales service, network
coverage, and marketing, it was found that the overall average mean was very good
(§=3.60). The highest mean was after sales service (—)z=3.84) indication high
satisfacticn.  Network coverage is in second place (§=3.49) which is very close to
marketing which rarries the lowest mean (i =3.48) indicating medium satisfaction.

Network not covering some areas, connection loss, customer not knowing about
cervices, and service fees that should be reduced are all problems.

Quality of services in this communication business should be improved in 4 areas

as follows:
a) Marketing : Marketing strategy, target group, sales, and distribution

b) Network : to improve network coverage in the countryside which must be based
on return benefits from the countryside and worth it.
c) After sales service : convenient payment, and insure warrantee service
d) Product and services : emphasize quality services
There should be a continuous development to improve the service quality in the
communication organization that is based on the vision, obligation, and marketing strategies
of each organization. In addition, officers should improve services by holding on to the

ground work of services that build quality in an organization giving customers a quick,

accurate, and impressive service.





