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It is beneficial to and well behooves the TOT Corporation Public Company
Limited taken as a whole and its individual departments considered separately
to become cognizant of the quality of service provided by its organs. Using the case
study method of inquiry, the researcher accordingly investigates quality service at
this company’s service centers in the Bangkok Metropolitan area in the hope
that the findings can be used to enhance quality of service at these centers.

This thesis investigates (1) the behaviors of customers who used the services
provided by TOT at its service centers in Bangkok and its environs. Determined
additionally are (2) the quality of service at these service centers. Compared also

are (3) the quality of service received by customers with differing demographical
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~characteristics taken as variables. Moreover, evaluated‘ (4) were the levels of
satisfaction customers evinced in respect to the quality of service they received at
these service centers. Finally, (5) the researcher addresses problems attendant
upon quality of service at these centers and offers suggestions for improvement to
the end of these centers being able to provide better service quality in the future.

In carrying out this research investigation, the researcher collected a sample
population of service center users in the Bangkok Metropolitan area. Accordingly,
the 400 members of the sample population were selected from customers who
had opened a telephone service account with TOT in the interval between 2007
and the present time.

The instrument of research was a questionnaire administered to customers
evaluating quality of service (SERVQUAL) grounded in Kano’s model. The data
were collected from customers using TOT service centers in the Bangkok
Metropolitan area.

The data collected were analyzed using (1) techniques of descriptive
statistics, viz., frequency and percentage, as well as (2) mean and standard
deviation. Additionally, for testing purposes, the researcher utilized the (3)
chi-square, (4) paired-sample t-test, and (5) one way analysis of variance (ANOVA)
techniques. Finally, (6) extrapolations from Kano’s model were used in treating
the data collected.

Findingsr are as follows:

| 1. Most of the customers sampled had been using TOT service centers

from one to three times annually. The most frequent average time spent in using
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the services per visit was no more than an hour. Most of those sampled used
the services in the course of making payments for various kinds of services
(telephone or Internet services). Most of them spent no more than 1,000 baht
per visit. In addition, it was found that most of them were most frequently J
impressed with the services provided by the employees.

2. Tt was found that the quality of service rendered by the TOT service
centers generated overall differences between the perception of and expectations

‘toward the services provided. Considered in each aspect, it was found that at
the highest level differences betweén perceptions of and expectations toward
the services provided was the care exercised by the service providers. However, at
the lowest level, were the differences between perceptions of and expectations
toward services provided in respect to the responsiveness of those providing
services to the needs of the recipients of the services.

3. In respect to the subjects of investigation, the researcher found that
females evinced higher levels of differences in regard to the relationship between
perceptions and expectations than was the case for their male counterparts. In
regard to age, it was found that differences between perceptions of and expectations
toward the services provided occurred overall at all age ranges. Those between
thirty-one and forty reported differences between perceptions of and expectations
toward the service provided at the highest level. However, those between the
ages of ﬁfty—oné and sixty reported differences between perceptions and
expect/ations toward the services provided at the lowest level.

In regard to educational level, differences between perceptions and
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expectations toward the services overall occurred in respect to those sampled
at all educational levels. Those who were holders of a bachelor’s degree exhibited
differences between perceptions of and expectations toward the services
provided at the highest level. Those whose educational level was lower than
that of a bachelor’s degree exhibited differences between perceptions of and
expectation toward the services provided at the lowest level.

In regard to income, differences between perceptions of and expectations
toward the services provided occurred overall at all levels of income. Those
whose income was between 25,001 and 50,000 baht monthly exhibited differences
between perceptions of and expectations toward the services provided at the
highest level. Those whose monthly income was higher than 50,000 baht exhibited
differences between perceptions of and expectations toward the services provided
at the lowest level.

4. In evaluating the degrees of satisfaction of customers with the services
provided at TOT service centers, the researcher found that two conditions had
to be satisfied before higher levels of customer satisfaction could be obtained.
First, it is necessary to establish a network of customer service centers in a wide
range of locations in Bangkok and its environs. Second, it is also necessary to
provide much more extensive parking facilities for customers.

Two additional considerations have to be addressed before higher levels
of customer satisfaction are obtained. Tﬁus, at all service centers and at all times,
employees must be available to provide information and counseling. It is also very

important for all service centers to provide Internet services for their customers.
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5. Inregard to problems found and the most important suggestions made by
customers, the researcher found that customers wanted the service centers to
project an image of being up-to-date. The subjects of investigation believed such
an image would serve to attract more customers.

6. In the course of hypothesis testing, the researcher determined the
following:

6.1 The demographical characteristics of gender, age, educational level,
average monthly income, and occupation were found to be correlated with service
usage behaviors.

6.2 The perceptions of and expectations toward services provided by the
service centers were overall found to differ at the statistically significant level of .05.

6.3 It waé also determined that opinions regarding the quality of service
at the service centers differed in accordance with the monthly income of customers.

Of the other demographical variables, no corresponding differences were found.





