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ABSTRACT
174026

The research aimed to : 1) examine customers’ levels of opinions on wireline repairing
service management of Ngamwongwan concessionaire as the wireline service provider; 2) study
the service use behavior of customers in Ngamwongwan area; 3) investigate customers’ levels of
satisfaction towards services of Ngamwongwan concessionaire as the wireline service provider;
4) compare customers’ levels of opinions on wireline repairing service management of
Ngamwongwan concessionaire as the wireline service provider, categorized by their personal
factors; 5) compare customers’ levels of satisfaction towards services of Ngamwongwan
concessionaire as the wireline service provider, categorized by their personal factors; 6) examine
the relationship between the customers’ personal factors and the service use behavior of
customers in Ngamwongwan area; and 7) study the relationship between customers’ levels of
opinions on wireline repairing service management of Ngamwongwan concessionaire as the
wireline service provider and their levels of satisfaction towards services of Ngamwongwan
concessionaire as the wireline service provider. Data was gathered from 400 customers in
Ngamwongwan area. Statistical analysis was performed in terms of percentage, arithmetic mean,
standard deviation, t-test, one-way ANOVA: F-test, the Chi-square, and correlation.

The findings indicated that:

1. The customers’ levels of opinions on the wireline repairing service management in
terms of planning, organizing, and quality control were high, where as their levels of opinions on
the corporation’s leading/motivating were moderate.

2. The study on the service use behavior of customers in Ngamwongwan area showed
that home wirelines were the majority of services used, while the uses included telephones and

internet. The customers’ telephone bills ranged from baht 501 to 1,000. The problem mostly faced
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when using wirelines was interfering noises. Informing the service provider about out of order
wirelines was done through calling 0-2900-9000.

3. The customers’ levels of satisfaction towards services of the wireline service
provider in terms of out of order wirelines informing service, repairing service, and quality of
repairing service were high.

4. The comparison of customers’ levels of opinions on wireline repairing service
management, categorized by their personal factors, indicated that difference in their gender
resulted in difference in levels of customers’ opinions on wireline repairing management in terms
of planning, leading/motivating, and quality control. Difference in the customers’ occupations
resulted in difference in their levels of opinions on wireline repairing service management in all
aspects. Difference in the customers’ incomes resulted in difference in their levels of opinions on
wireline repairing management regarding planning and organizing.

5. The comparison of customers’ levels of satisfaction towards services of the wireline
service provider, categorized by their personal factors, showed that difference in the customers’
gender, occupations, and incomes resulted in difference in levels of satisfaction towards services
of the wireline service provider in all aspects. Difference in their age resulted in difference in
levels of satisfaction towards services of the wireline service provider in terms of out of order
wirelines informing service and repairing service. Difference in the customers’ education resulted
in difference in levels of satisfaction towards services of the wireline service provider regarding
out of order wirelines informing service.

6. The examination of the relationship between the customers’ personal factors and
their service use behavior indicated that the customers’ gender, age, occupations, incomes, and
status related to their service use behavior in terms of wireline use. While the customers’ age,
education, occupations, and incomes related to their service use behavior regarding their
telephone bills.

7. The customers’ opinions on wireline repairix_lg management related to their levels of

satisfaction towards services of the wireline service provider at a low level.



