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The study of service marketing in relation to customers’ satisfaction on Asymmetric
Digital Subscriber Line (ADSL) provided by TOT Public Company Limited aimed to (1)
investigate customer’s satisfaction on ADSL provided by the company, (2) examine the service
marketing of ADSL customers of the company, (3) compared satisfaction of customers, classified
by their demographic information, and (4) analyze the relationship between the service marketing
aﬁd customers’ satisfaction on ADSL provided by the company. The samples consisted of 356
customers who used ADSL provided by the company. The survey was conducted with a set of
questionnaires as a research tool. The data was analyzed by using percentage, mean, and standard
deviation. In addition, t-test was employed to find the difference between the mean of two
groups. Also, Pearson’s Product Moment Correlation Coefficient is used to explain and analyze

the correlation.

Findings indicated that:
’ 1. The customers’ satisfaction on ADSL provided by the company was at a high level in
all aspects. |
2. Likewise, service marketing of the ADSL customers in all aspects, except pricing was

at the high level.

3. In the comparative study on customers’ satisfaction towards ADSL provided by the
company, classified by their demographics, customers with different gender and age showed no
difference in teﬁns of satisfaction whereas customers with different occupations, and the levels of
incomes had different satisfaction at a significant level of 0.05.

4, In the analysis of relationship between the service marketing and customers’
satisfaction on ADSL provided by the company, it was found that products, channels of
distribution, and marketing promotion, and service system, service staff, and physical features
had a positive relation on the customers as a whole and individual aspects at significant level of

0.05. In contrast, pricing showed no relation to the convenience of payment channels.





